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P roved to be ,°? e °* BARC'a most popular workshops, and the number of calls we 

lltttit V 1 * T k8h ° P lndicated «"* several librarians around S toy Aref were 
planning some form of community information file for their patrons. 

m«„ I?L Pr0 5 r f l WaS dlvlded discussion on how to compile a community infrrma- 

Hit Y? h °V t0 . encoura « e librarians to be more aware of the kindTof SoblemT 
they can help solve by careful listening to their patrons' requests, ^solutio^ 
usually involve a referral to an agency that works in the appropriate area! 

use tfZSf JEH?% t ° W ° rk ° n SW f tchboard3 in «ea discussed the techniques they 
LS« n ° re creativel y- ^e PARC staff enacted a role play 2ha<: foc- 

used on librarian concerns on Just how much counselling we can do. Georgia Mull lean 
and Karen Jemison outlined the procedures they used to produce the Peninsula Llb^ 
System community file, Inforama. Members of the Peopled Yelled ^PaS^rfinvir-^tn 
Sooted h y\? ei l "^ST* 1 " ce.e into being. UnfortiSeTy!^ speake? f ^r tie 

era! ^r^^ £ « £ - ^.g^^- ^ 
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INTRODUCTION: AN OVERVIEW OF INFORMATION AND REFERRAL SERVICE 



Peggy O'Donnell 

Good morning. Welcome to the workshop. I'd like to begin this morning by thanking 
Georgia Mulligan for her help with this workshop. She shared her information with me 
and with you. So she was a great help to me, and she put me onto many of the speakers 
we have today. I'd also like to thank the BARC staff, because as always they helped, 
and a little later they'll help out by a little role playing, and I appreciate their 
assistance. 

In your kits there is a list of "Background Readings." There really isn't a great 
deal. It's not the kind of subject on which you do a tremendous amount of academic re* 
seaich into the literature, but there are some good readings, and I think most of the 
titles listed would be very useful to anyone working on a network ot information or a 
neighborhood information center. 

One of the items is by Lorraine Johnson. It's a "Descriptive Survey of Switchboards 
in the San Mateo Area," and it's her thesis for library school, and it's not published, 
but it s really very useful, especially for those people in the San Mateo area who might 
want to have access to it . At the present time BARC has a copy which we can make avail- 
able to you. At this time that's the only way you can get hold of Lorraine's thesis. 

Now, I included on this brightly colored sheet sample questions that I took from a 
training syllabus from HEW Information Control Services. I don't think people spend much 
time looking at the kit during the workshop, and that's Just fine, but maybe during the 
break, or at lunch, or sometime, you would maybe just glance over this and think, if you 
were back in the library, could you answer all these questions. I don't expect you to 
know off the top of your head where to go to adopt a baby, but do you know the agencies? 
Do you know where in a directory in your library you could look up and find the answer* 
to all these questions? These are the kinds of things people want to know. A little 
later we'll be doing kind. of a role playing oepration, and I would like to have your com- 
ments, and I think the questions might help you when we get into that, 

^Our topic this morning is one about which there's a great deal of interest. I think 
that s shown by the fact that we have so many people here this morning. It's a difficult 
one to get hold of. Libraries have always been community Information centers, in a sense, 
but organising the information can be a terrible problem. But it's not just libraries i 
very few people can handle the proliferation of information services and agencies that 
exist even in a modest size community. 

As I was preparing for this workshop, I was beginning to collect what I call sad 
cases about people who had a problem, and they went from agency to agency without getting 
an answer. It was a very interesting thing, because I think a lot of librarians think 
that a good information center is needed for poor areas, since people there don't have 
access to information. Well, in every one of these sad cases, the people who were trying 
to get the information were middle class, professional, aggressive, were screaming and 
yelling and getting transferred, but they never got the information. This points out 
that few people, if they come up against bureaucracy, seem to be able to get the answer. 

As an example of this, I'd like to share one of the sad cases with you. It's a true 
story. It s from a Minneapolis Star column. Basically the story was of a minister who 
happened to be in court, and he met a poor Indian woman there who was going to be sent to 
the workhouse for a vagrancy charge. He managed to get the charge dropped, but the judge 
said she d have to have the fare to Chicago and clothes, a minor sum, really not very 
much money. So the Reverend Father decided that he would go and see what official agency 
would help him. He first called the Council of Churches in Minnesota which referred him 
to the Department of Indian Works. He called them, and they said they didn't do that 
kind of work, and they suggested the American Indian Center. He called the American 
Indian Center and was told they could not help, but they suggested the next 2 agencies— 
the American Indian Movement, who sent him to the Indian Citizens Community Center. 
We re now on our fifth agency. They couldn't help, so he called Traveler's Aid. They ' 
referred him to the Relief Office of Blooming ton. He called the Relief Office. They 
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™££ffi££ «fS."2TXJSS t J: ^ h ^" a V'L Indlan Affa1 "- 8e 

Midwest Indian Center. S£ w£e tne f £st^o reaUsf Sit Cent * r - * C * U * 1 the 

just a question involved, They said thevM UkJl* Ell I.^S VI * per8 ° n 8nd 001 
it fell within their agency, so ?hev referred $L I„ tll'r II w" rMlly dldn,t fMl 

oUc Wtlfare Services was Lane! and the, said^hev'd L~ ? ervl « s - »*- 

Infot»ation1e«ices S notl^w^c. In thf Jl^' S ° J" h I lpe ° her hlMe "- 
have been forms of informatLTanS r^erraf services sJnTIII 7 ,!?^ COUntry - Th « e 

house to coordinate aS fcinis of „e!?are "nS "oti^erv^ iJI? * Ct *f' * ClMrtn *- 
2nd World «ar we had some co^unity^visor, lenSrs"™^ "hey we^eT^mai^ £ 

United funds, Easter Seal Society Admlni«ft.«i-<«« a 7 • ce ? av f llable 111 «»e comounity: 
all of them ^ ■i^TStt^2 , ttlf^^i^^£; B C * uvc ***> } abo * ^ons, 0E0 — 
'too of ten they Just take caL of tneJr "na^hev 'EFT?*' 

pull together all the information in a community- and if tw L^^? ! it t0 
they'll Just transfer you somewhere elM/EES. thev Ln^rS?? J?* 'J 8 ^ * 8enCy ' 

The last 15 years have really ^VSSSd^,^- *£ 't^SJ^f SS^St 
is one information center I thought miehr be verv hAlnXsi J« e J? f tllln 8* 

know, the federal government hasan Ef^i^S'S S.^S^^iS" V*?* 9 
Cisco, and if you call them they'll try to eet votTto \h* tiLTl I f 1 * 8 llke San Fran " 
nice, but in San Diego they found thaTmost'peopU can^t flirt IT^l^lT^ 
the state, or the feds-are the ones you want. So thev wf J> 4 * ? a*ency-the city, 
covers all types of government, and they t % to refer a ISLi «SJ S? Ctoter 
ment agency that will be helpful. There, aLin it's ^ a problem to the govern- 

cies. It's not private. It's not sp2£l Strives" ^a llll* goVeritaent a « a «- 
big enough. That's the best example I found * j government, and that's 

the ^^^^l^^ty^^^J^^-- - * 

^oifSa^M: r^sh ssa SS5?t r r 

teer. though there's some money, it's muIiiI ?„I.I hel P ln f citizens, and it is volun- 
counsellinl and advice? This brines IT^llfl TI y, I" 0 they do a ««»« **1 »' 
fine; I'll'give them the adores, of an^ncy tat say, "wall, 

if they have a problem. I'll siva\h./?I ™„„ , . ^ >t . my bu » ln «»» " advise someone 
find out. Is thi P . the prob I lem. 8 and e ^e^eT^ncles are^'baTF u ° i"?™ 1 " and 
get into that too much, but the British Advice LZSTv ' He don * w,,tt to 
will be here tomorrow. ThoaToflou wtowlll b?^- ? ° " ?f? a 5 deal - HcShean 
just came baca from K ew Zselaud^nere^sL^ » e 

^"ine ma^urp s" of Ina^ t^L"" ^r"'. 1 ' ^ ~Z'JE?££ 
vice. steering^irunseUing r^er^aj feedh!^ 5* BUreaUS ' i,1ClUde8 ^°"»tio», ad- 
cases, libraries feel tne^can'^ «. ^ out this 1 Advo "^» I '» i» -e-X 
of service. The attempt io reach all people »d th» LT* ^S""" Part of thls kllid 

main thing was family a ^ 0 ^\Z^t 23^^^ 
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leas, as well as welfare and relief problems. The next was property and land, tenants' ; 
rights, and that kind of Information. This Is a good breakdovn'of rt^S'p^^ 

and t ^v r L^i!^i her Or 8 ani2 *tion In England. Some of you may know about the Samaratlns. 
baincf to t*he JvLf **** ** r^t?* " d drUfi Pr ° blem8 ' and the ^ e of a counted 

few year ToTth^tlL^T' 1* ™ haV * 8e6n a $ reat ** owth *» «- Hit 

H B V5 ? awltchboard concept-ln crisis situations, sometimes in 

just giving information of alternatives. Obviously these grew up because of the great 
lack of information generally available in communities, and more of them appear efch day. 

tSat a ar^ot^V^ F ° rSman,S article ln library Journ al, and'she g^es Into 

that a great deal. 1 think it's a very good article. Libraries, as~T said have alwavs 
been more or less in the community information business, * * 

tt . * " rem f° ded °f f story I read in one of these reports about the library director 
who at a meeting to plan a community network said, "Weil, my library has always been In 
the community information business. Look at *he lobby. There's a Lmtun^ty bulletin 

i fo L U ? f0 "?? at ? 1 r» SOr ! ° f half tokr ' d ls t0 ° ofte « «" of community service, 
I found 2 really interesting books whe». was preparing for this They're both In^ 
ton Park studies from the University of Illinois Librar^ School! O^e was written in ^7 

utTenSr taU^^^T^^™^" *** ™ U 'WboTnoTlnL™- 

verv ilnlllJ^ Hi \ the Wh ° le "^P*. and ^is is what they were saying.. If a 
rSTh^? that /° U 8 ^ Ve '° ur information. Who is the community? There is 

itere £ "S ^ ' he labor an offshoot of the busies ' immunity! 

it * T e ?<l the ClVl ° 8rcups ' I*"** P e °P le ^ould be given inforSn! 

s^cUvf use oT^e^r ^° Uld P r ide « ~ "wholesome recreat^n anS'con- 
tW« 7l J3Ji ? : ° ther W ° rdS » that s what 13 called community information, but 

there is nothing about any kind of emergency needs, gut issues. The whole emphasis is on 

and ser'vLT^ ^T*' beln8 * 3 °°^ 2?rtSf? recto^? 

and service that s traditional middle class, middle education, everything. It absolutely 

d^voted C to CeP ^° f t at We thi ? k ° f 38 Connmnlt y formation centers! Most ot 
t% 8 re * e * ei * e books in backing up your community information center. As I 

said, this was written in '57, and they do bring out one very important point that I think 
litlll I * M V h * d ? 8 et int ° <*is, o^en neglect to do, and £ ^s pubUcizin^. Sef 
mation ""^f* 8tron 8P lea for P^iciaing that the library'is a source of commmSty infor- 
mation. Unfortunately, I'm afraid the community information they would have pulled to- ' 
gether would have had little use, but they do push that point that you s^puilicize it. 

t, V 8 ! Wh ° le new book ' The whole emphasis here is on what we have come to 

muStv what t hr nlt J i ni ?^—Bo±n Z out into the community, asking ^1^ com- 
munity what they need to know, locating people in the community who have information lc~ 
22? a8en ?» S ' l K 8 3 sel2ctlon «* P a P*rs from an institute, and so It ranges fW 
w^o say h ° th l U^^v'shoul 1 ^:^ Sh ° Uld ^ " adV ° Cate lf th€y 866 the " 18 a -2. ^o t ho8e 

y i? ^ a BOra Pa6SiV2 role " but at least should Provide the in- 

formation. It's really very interesting for anyone planning this sort of service I 

would recommend it They also outline the projects that are in existence arounSche coun- 
try right now. Gil will be mentioning what he found out about these prelects so I'll 
Just mention some of the things that are going on in other communities . ' " 

There s a project in Elyria, Ohio; a Model Cities community in Philadelohia— there 
they use computers in collecting this kind of information; the ^m^S^Ut^T 
Several libraries in the East and Midwest are getting into it. I couldn"t find lll%L<> 
on any West Coast library that has gotten intent so^eceiy as these project 7**" 

I also found an interesting study, because the question often comes up "Well what 
SK^?."^, l° U T d ° thiS back Sround research and read these repots and 
nd C , Wh t 9006 p f? pl f have u found oat that P^plB want to know, but the question comes 

Si. £ J* m"! T a J ly k ?°? What tkey Want to know? Do ^ really talk to lit puMic?" 
This book, which looks awful and has a terrible title, is really ereat rhl SJfL 

yantaged and Library Eff..M^ 00| and lt , s ^^n by a plannlnfo^ficeJ of lw and h er 

and tr^ouTa^^ qU ,% te I ™***y P-gLms that Sfd received 

InterLfLr,, !f l**< P rovlded ^re supposed to. She got some really ' 

interesting case studies ranging all the way from the professional librarians who have 
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the expertise, but who have no contact In the community, and so no one cones to the Hi,,.™ 
SL?" E° P "v" 8 "* " onderful communications in th. community? °»e " L 1 <^ ^ , 
^^h^2pe^Le^rtnd 1 ^he 0 i nf hen • ^ < he aUff^dn't 

^•JMir-KS ^nciuae^rir- wtr!ftri& 

time we made the civic leaders; anyway, among th. users, they foSnd thaTthrLeates? cM« 

►h! 8 fF "* ° ? " toto schools . «« get Jobs—was educational back-up material first 

then information on jobs and discrimination in housing. The people who did^not use thl 
library, and that was a much lsrger group, when they became aware th« the lib™^ »« 
Ws-ftalLmT T" yOU U8e ^library £r" X «nteo .£v?"l 

so untoown, that nobody would go there anyway, so why bother to lW S iioL25!S ?« ' 

- 2=3= a^^r.MsSr^^ 

IL^l„rrL £ " th 1 r U ' : ? a * aln ' °ut « »o do. it would be Snd of SSfS*" a^one J» 
planning a service, in seeing the cases, in seeing how these services go wrens. Thev also 
brought out. again, the problem of publicising a service. It was not dSnT^so m»v 
cases. When there was really fine materials, service, and lnf o^msMoo « a branch^?hev 

Z L"« 'V" th ° ° Ut " the oo«unity.' That's r™iy t£rtm£T' 
As 1 mentioned, some of the libraries have been involved in this i h» ..^.i 
here from Detroit, on theJr kind of civic informal t££ seemea to perSo» aLos t ^ 
advocate role at least reading the newspaper article, „hic£ ±t Tl ha . 
Sr"^" * Ne ^ h »orhood Information Center project, which Includes Cleveland! Atlani. 

^i-.J 11 ^ Wh ° ha \ recentl y been ^ New York and Washington, checked out some of these 
Places, because when you read the literature, and I'm sure we've doneit uLtTI -i 

Tsure^ i 1 ^ TT hln8 iS / ie in the 8k *> — are^probJems^d thaJ~ 

5 if 8 ° 0d; bUt T ° ften ' when y° u * et close t° ^ and analyse ±7 there Ire 
Z i ^ Problems, and it's not quite as marvelous as U sounds. GU wUl 
have a report on it for you just a little bit later u A WXAA 

qualirtX^c^ 1 ^^'^^ 8 ^ 1 2T1. My J" 81 * ""^ Pe0Pl ' — « 

tion center, how you go abOutT how you organic U-^ufSSL « TV? "J-*"— - 

SS*^ r/ 01 "' T • 188 tU »8 S lor" of "hive Tat 'u^JZ.TVrrL. 

this kiud of Information center is to determine whst people want to know the 

2slta"31S: f ™ 8 'r* 1 ' 88 ° 0t ° nly rcadln *' organLing aS thinkJnTabout it,L?L 
tually talking to people and asking them what they want to kn<»> Tt i^L-iT... our ae 

contact that simply can't be done behind s desk. Tnere u e^uit, ll ^SSL'HTf^ 
even with a project such as this, but the first th^ is « ™e*not oSy ^r tne c ltt»ns 
wsnt. but whst other agencies are doing, You may find this SMe^re 0 "-.? C ; tlZans 
.res. and there's no point in your doing it. All y^bavftoTlTrS* e«rVo£. IT" 
unless you get in contact with various members of your eom^S.^uWrtaT^ 
Thsn you can Inventory your community if the ..«<! J« i you J~ n * Rnow this, 

what kind, nf " y At 0,6 need 18 there, locating the resources, finding 

what kinds of ssrvlcee these various resources provide. Again, the personal contact In 
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talking to people, and I'm sure you all know this is important. If you get turned off at 
an agency, and at a similar agency that deals with health, you get a very good reaction, 
and you get a sympathetic person, I think you know automatically that you'll send people 
to the good agency, because you know the people there care and are interested. 

M t it f 5r5 £ Vit w thiS klnd ° f fUe is or 8«> l2 *ng this kind of information when you 

I * f / hat the moSt difflcult Problem. Maybe I'm not very good at classified 
««? I 11 J tC ?^ t° ^ nt t0 **** aver y thin 8 organized under the word people think of and 
not some nice LC heading that I never could think of. One nice thing, if you have an in- 
formation file, would be to make it accessible to the public. I'll be showing you exam- 

in^lvL a v^ U ^ S f 1 "J"?' Obvlousl y lf y° u 8*t on a heavy library trip with an 

involved kind of heading, nobody is going to b 2 able to use it except you which is guard- 

l^lTSSS^rSj 1 Uke y ° U really ° Ught t0 nak * ?t ™ ava'SabletT 
i cnink m organizing this ease of format is vital. 

p^.. 1 Sh ° Uld me ° tlo ° that other libraries, like in Philadelphia and other places, Enoch 
Pratt, are computerizing and giving out directories of information. There you not only 
need to know how to be a librarian and the Jargon, you have to have the terminology for 

2!rf!C P!; 10 !- 0 ^- ™ ls 18 fi * e lf V° u have Just a lovely professional staff behind 
there who can instantly pick it up, but I don't see that this is tremendously valuable to 

SShnj^r" 0 ?; thlS 18 5 ?r ° bleCl that comeS up » thou 8 h lf ?™ teve the 

right situation, the computer and the special terminology is the answer. 

tfam^TJZlLS?' th * s 4 wonderful ^d it is accessible, and you can use it, I think 

there is something— this is my opinion, and you're certainly free to disagree— I think we 
have to make a much greater effort to interview patrons. I'm not Just talking about a 
reference interview, which BARC has talked about many times, but this is a very sensitive 
area when you re talking about people who have problems, and you sometimes have to become 
more involved in this interview. A lot of people don't want to be involved, so they cut 

IL ;:%? U 5 ? f J° U Want thls to work » lt,s ver ? ^Portant that you listen, and 
try to find out what the real needs are, and to steer the person to the best source for 
them, not Just a general source that might be good for a lot of people 

Another Important thing, and I think libraries maybe fall down on* this more than any- 
thing else, is to encourage the patron to come back if he doesn't get the information. 
Really encourage him to come back. Say, "I'm going to send you over here; I'm giving you 
this phone number, and listen; if it doesn't work, please call us back." One of these 
centers that I was studying for this project has a 3-way referral phone. When you call 
the librarian interviews and decides what agency seems to be the best, calls the agency! 
and then there's a 3-way conversation. If the librarian decides that the patron isn't ic- 
ing to get help from this agency, either because of attitude, or it just isn't the right 
llT™ IE SSL*!! ' all \ an ? then she sends him to another agency, all the time, mainiain- 
8 ?v ! V u contact so she doesn't have to transfer people again and again. I»m 

! U *f ^ki J? ^t/isheartening experience, being transferred constantly when you have 
a terrible problem. It's really horrible when all you want to know is the definition of 
a word and you get 4 different departments; but lf you have a problem and feel that no- 
body s going to help you, and you get 3 departments, and you think that nobody cares— what 
do you do at that point? You don't call the library, I guess. 

Finally, again here I am with publicity, which is my great love, public relations. 
It s not Just because it's my great love. It's that there's no point in doing this unless 

T,r ?<k ^ an ? n °l ° n the ilbrary bullet *n board. This is no good to the non-user 

of the library. People who need this information are those who really have to have it 
told over the radio or in the paper that this information is available. 

I ye prepared some booklists, some subject lists in your kit. We're not really going 
to run through them, but I hope they adght be useful. The most important thing about do- 
ing this kind of thing is that it's local. It's your community, your needs and your agen- 
SHi A** ^ ou 8 ht /?y be SOTOe guidelines might help. In organizing your community file, 
there is a very useful list on .surveying the community, and then there's just some sources 
I thought might be useful-the Yellow Pages . One thing I think is really Interesting, if 
you can find it out, is if your area has a directory of welfare, social and religious ? 
agencies. This one is from San Jose, also East Palo Alto, and I've seen them from various 
communities, and they're really very useful for this kind of information. It might be in 
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llil ?! Clal w ? lfare u de P* r t»*nt. It might be published by a religious organisation h..* 
this is a project that people take on, compiling these directories! ° rgani2atlon » but 

of particular projects there were for older [Site ** " y0U * " hat ""^ 

.-Arsm. oi Stic: srsrssi th £ i* 18 a ? nt88tic 

*" underground papers have J, aU er ta"« J£Z~S^Z££r™ 
one onlumsln ^Z"rlT 'Zul'tV*? « " ^-Tib^Wi. the 

pie know wuat" Sapp^' hut ^glvM^ou^ne Hdrf- becau " y ° U "° »"* " » end peo- 
kind of thing, If 5ou S5i to 1 ive^goo y re^ct m. Vr.^^, 1 !* **" "V 01 " 8 thts • 
Whatever In your co-unity. BARC haa^one swwal £r ™ " creatlon . e ««"l»«nt. or 
to our workshop, for several years ™ , "VoT.^. V^ltlnTZ 5T "ST*? 

We've done one on plannine. These Wrwia !. ™ neaxcn. we did one on drug clinics. . 

or the Bay Are. can he^very user" to 'ou too y "^^ ** *° Tt * m 'I" 8 ™* 8 

lt tog~h.r? C Yput V 2 SSts1n°yo 8 rkU "iTfLsf ' 1 ^ -« to put 

Directory." and I got this f ro. ^ aoaWo^ . K w« r^Uw^L fo-unlty Snrvlce 
wrote It sold that policemen ar e ' concerned wit h between Sra LS i£ I"^'' ** "* who 
people with problems, not with cri™i»»i. - . £.2^? . * 90S of th * lr tJ » 8 wlth 

__crlie, but sLply^eip^ p^l" ofoeVa k£ 5o C ne?^t° lnalS i TOt " ith 8t ° Win8 
his Idea was that everv ,7* p P** 18 »•"> have problems. So 

together whV h T thou ^portent "'S"^'^ he put 

for their community. So this is Jw.* % se ™ ces that people should know about 

M you didn't have'che VooTcomp^ Tilt ° hU SSI^r.'.? TZ^ 

If your town has all these various agencies f 1 Sl^5 of thing to do. 

her, I think it could be a very uaeful tning " keep^th. delT* Ph0 ° e n "- 

File. 1 ^ f^^Xt^^^'K^T*,,'* >*™ 
could find, and stealing their hf J!?^ a! ThoYellowPages and directories that I 
viously. you olghrnot^ve anwn^ 8 ;. „ " y " ay, J " T" 06 Ju8t 8 Adeline, and ob- 
would be kind of . waj oTiSS.^t^.TS 1 ?, 5*"° Z8n » but " *>» **» 

cauae I did sort of pill towthlr^he liJ? J ^ J*""* other «**<*ort« * thanks, be- 
now and then I fell down ^Sd 1 . 1^,! ^T^ 0 " ,ou ml 8 ht b « 88888 f «- Bvery 
ones that people woulHsk for ^ klnd o£ headln «. but 1 tried to use easy 

some kta oT^^IT^^^^^" 0 ? 808 *"» J**- 88 . - you've M d. 

if the i«form.tlon 8 ic current W do^ou arraL^ltf "r m " ln «. « 8heCkln8 to see 
which is one way that it has h.«n "« arran « e Veil. I mentioned the computer, 

other e»«ples? y Getrgla ^nuan wiu'h. t^w"" * *•<= «« have .everU 

, you. of course. c« aid to it ** cSL.^hi *^ ^ 8b ° Ut *f 1Ut ' 1 ?' 8 a loo8eiea f- ^ 
' We have a Rolodex in the General R^!J^ n yOU 0660 to - "••« 8 <»« "»» ° f doing It. 
could ».e a Cardex; anTcatatog Jrd urawer ^r'STi wlth a """-P tub file. You 
where the publ.'c can see it LSI „„ I M ^ U 8 very i»Portant that It be out 

for your phone Reference. * y0U C ° Uld have 2 "P* 88 ""* the public and anoth« . 

San ^™: u nt," k and th it's 8 i«t I ^ U tbinl: i w^t^ t,8 r at -C thlS 18 done b » Ma " ia K8 "« 
through . and wha'tevel Jour proolem or*if ^ou'lust 'JnTeS^i?** *' ^ ** dMk 808 *° 
macrane. you just go through it and find wha?ev« it ? a ^* * C0Ot8e ln cooklng or 
You are. Would you like to „y somecn?ng aooTttJs? ^ ^ U »*«** *>*r« 

Marcia Keller 

N <>, just look at it, I guess. 

Ms. 0*Donnell 

I understand it -a. too expensive to keep up. though you had them In all the branches. 
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We did about 75 when we ran it off. Figuring employee tine and all that t *M M it <» 

£ all our libraries. 2 or 3 copies at the reference desk, public and cataloa 
drawers Then they did get to some city editors and switchboard peopU out tattac™? 
»mity. but we had a big plan, and we weren't really able to supply^ we wanted £T 

Ms. O'Donnell 

IWuSt taenia 1 ? ■*!"• and 1 d " Want to brl, « U to P*^ 16 ' 3 attention, 
have iore inta^SoTS I 8lVS 8ome ldea8 - We * U oth « speakers who will 

SStmrSST referent *" ^ ^ «~»~ ^counseXUng^V 
Before we get to that, we have Gil McNamee. As I said he 1 * lust ret-tim*** , 

c^r'Si^Tr 5 ' 00 ' the con8ress - the ^.o* ^ stje sr*. 

rUs^ha? i'kn^w o? 'SleT5 , .l!" 1 ""j t0 check out «*• agencies or libra? 



9 

ERIC 



7 IS 




TOO REPORTS ON THE STATE OF THE ART IN LIBRARIES ^ ^ AVAILABLE 
Gil McNamee and Anne Kincaid 

Mr, McNamee 

In some cases, I think Peggy has already told just about all I know about tl.em, 
out before I start, I would like to introduce my counterpart from Southern California 
We have Evelyn Greenwald who is in charge of SCAN, Southern California Answering Net- 
work, Los Angeles. We also have somebody here who is in charge of METRO in Southern 
California, Cecily Surace. This workshop seems to be pulling them in from far and wide. 
n.^kfrV. , y realize, as time goes by in the next two days, when we talk about 
neighborhood information centers we're treading cn rather virgin territory. However, 
it seems that back East they are doing probably more than we are here in the West 
which is unusual, I think. Many of the librarians I met at ALA, and also those in 

n^iS^i e J* tha ! ! he future of the P ublic library is « cin R *> *>st on the public 
library s involvement in community centers, and that if librarians don't come around 

tUri pT0 Y; din f of this kind of information, that there's not going to be anything 
lerr tor librarians to do. 

«f irs ! 0f ali * P erha P s ri e ftt now, the most important project of this type is the 

one that Peggy mentioned, the Neighborhood Information Center project that was 
awarded to the Cleveland Public Library. It's the first federal funding that I know 
J° a f onsortiu ; of P« blic libraries. She mentioned the cities. I'll mention 
them again: Atlanta, Cleveland, Houston, Detroit, and Queensborough. Hie first 

«!?Ikk 1 a egan in July of last year ' has been s P en t in implementation. The actual 
neighborhood project started last month. I think the important thing about the project 

t 7 t J * s *° be a Prototype, and I'm sure that you're going to be seeing an awful 
nnliJL 5 literature about this particular program. Some of you are familiar with 
EST* T urx< *» ? h0 was fn metly our Assistant Executive Director of the California 
l bni ; Association. She wrote the proposal. Right now there's nothing else that I 

on, because nothing else seems to have been done; but they did get 
SithiT luT 1 /! is interesting that a proposal like this would go to public libraries 
without that intermediate step of the State Library. They have so far issued a 

thS i£'w5lJ S j T. m ?l* ly a H 5t ? f the P e °P le wh0 «e involved and the libraries 
™LtJ * nv ° lved ' ? ust this morning in the mail, Dorothy did send me a copy of the 
proposal that was written, and I haven't really had time to go through it. but it 

w^t%o e ^ n !! r ?^ infi i md S °™ ? f y °V wh0 are interested in proposal writing might 
want to look at this, because it is unique. 

♦w *!TJa Started off for Washington, Peggy gave me several leads about projects 
tnat she had heard about. One of these was in New York. It's called the Cit'zens 
Information Resource Agency. It's another federal project and operates out of the 

JTa 2Lm may ° r ' It,s another one that hasn 't "ally gotten off the ground yet, 
and nothing really to report. However, I talked to the office of the Mayfr, and they 
will have a press release and something out about the project between March 1 and 

J f 7 *? 6 i S , in J e rested in receiving any more information about this par- 
kin r P ro ^ ect ' wbicb wi ll b * computerized, (and I believe will deliver the infor- 
«? m roicro !i che form ), the man to address is Mr. Phillip Finklestein in the office 
of the Mayor. If anyone wants his complete address, you can get it from me 

rnifiS 7 / 180 had S f me j n f 0rmat i°n about a service that was sponsored by the District 
fSHTT-u l Vl f U f d formation and Referral Service and operates 
«7™ £ n f! Ct \ Health Service. Unfortunately, this one only operates from 

rlurlt *??! y ,. thr ° Ugh Friday * TOe 0f£ice of M* 11 * Aff aire of ?he District of 
Columbia also publishes a very valuable booklet. It's called "For Your Information." 

f aZ*. ? audi * n f e -> ™ is J* the sort of thing I wish our city would publish, and 
I don't know whether all of your cities publish something like this or not, but it is 

« 5 ! y i?° SU 5 jCCt indeX * A few of th0 thin « s they miss out on. For instance, you'll 
An ilS 0 ? T T^T F T ly Plannin «« Yo " wiH ^nd information in here like what to 
fS^l! ^ead animals how to make a will and where to file it, how much it costs, 
addresses, phone numbers, and all this sort of thing, and a fairly good subject index. 
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3E!J^n£^° f *> lumb f a Public Libi «y *» distributing this for the D.C. government, 

One ihi£ 8 -T- ls t ^ re operation between municipal agencies than we have Sere, 
i.. 11 J 2, g * • ' -° 1° cu " 13 th <* have in the new lib ™ry a Department 

^J^ie^ 1 ^ 011 ^ Nc,w ' a11 of us have California sections, and Sa^Francisco^ 
tM^^'.fi 80 f0rth ' but ' e enerall y» w * think of it as local history. TheS & not 

e^hinfti^V^^ DiStriCt * Th6y are dealin * » ith such thiSs aTSe CoSes, 
e.erythme that the District government puts out - the Social Register? etc. It 

tL\ \ aC ? 1VC ^"t***- ^ public library, as I say, distributes it, but only 
the VMplo 'who cone to the public library would get a copy riom:es out onl X 

r« M ,i^ U Jr? r « 0f th ^ Distric£ of Columbia also distributes something called a 
^: f ? \TLl n ^^ r^^^^ C^ 1 * 5 «P) and it's from the City Hall Complaint 
SSi I J v;as reprodu^eTbTthe City Hall, and the library just merely distributes it 
Some at the subject headings in here are ridiculous. For instance, if you wanted to kL 
how to move a car that has been sitting on the road for a Ion* time vou 1„S EL! \! 

ca^'vu fialky Iteus", union means where to have a refrigerator or a mattress nick«d fm t> 
gives you where to call, the address, and so forth. If *y£ hav* a bSltt S^tUriit 

nothing. It's nice and compact, a d there is a lot of good information in it. ™< 

Ctt«^i ' ?*ff l f alS ° l ! Was ^ n £ •» * nongovernment service called the Health and Welfare 

' Tel* - J t£-t*^ r f fCrral CGnter * U £lso °^ rates 9 ~ 5 ' Monda y through FriSy, id 
lillleA 2 • ' b2CaUS ! £0 . U>an r of these a ^ncies and these referral centers have 

limited daytime service, and this is where the library can be a very important item? 
oecause wc are open more hours, me Health and Welfare Council, however «£m +u* 
use of the Salvation Army and the Traveler's Aid Society t?take S-T^^iTthJatf 
hours, so that does offer service in the night hours and Saturdays 2nd SufidU They 
issue something called Where To Turn . (indicates copy), a new issue SSdnfoS^in- 3S- ami 
an important item to poIuTolinierTis that librarians will be doinfShe suHec? 
It uxp nice cooperation between city agencies wh i ch I 1 ike to see? 1 ^in S s. 

ti nro'h ^t^iSSTJ^Si?" 3 VCly X? 0 *?^ in the fojnaation of the Referral Center at 
xi . .j.o-n .rati Library m Baltimore. This Referral Center in Baltimore c«Am« 

go ten more publicity than any of the others. The Center Is V£?22 £ b^there 

are no signs pointing to it, and there seems to be not enough publicitJ abouHt 

weula -each the F eo P le who should have the knowledge that it's thew TheThav^ 

it v«rv W n and as Peggy has pointed out, the caJd fUes are done well V T^dFSX* 

TOlf because Si? ' " 8 Ba - ell ° NumbC1 ^ S ^*- 1 like the loose ^f 2Sb2k idel 

2£i if you v;a^ ?e & y0U S^ ^ 11 ° Ut some th™g and still keep it in alphabetical 

w'-e ^r^niH; ~T JS* ™ Q nurtb «»»8 system means that once you've found a new acency 

S a'2?d 1 u nSS^S^" 1 SiV ? neXt nimb0r - ^ additIon 8 tT?hat, there 

" d c<ra riAe lasting cneir services. In the agency list vou will fitwi ,t.t Hn . IT 

If.™ 

rt-t Ml I 7, dlrec£0r Cf and 50 forch « •»* that se ^ e <» to »e about an thw had ««»t 
th«.t they did have a t 3 bl 3 provided which offered many community brochures ThTa.^^ 

Ior;%iL^^^r in £nd ?«f? ^= table supplied -itt'hSdSSfc, XfT * 
Wita - Si rt^h wv I"T l " 1 "-i" 9 ceU anen,la; one in s P ani * 1 ' <" VD; oSe proud 
for B/PC ^ t J U fV 1,J T Khich 1 find of interest to ariswir a question 
BASC ^-'hS - i. • »f° ? y G - 0r?e Kashln 8ton on Continuing Education for Somen; 
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I thought to myself while there, "Surely the new Martin Luther King Library would 
be doing something along this line," so I went there, got a map of the library, and 
I noticed that *t listed the Community Service Office on the fourth floor. Unfortunate- 
ly, it was on a Saturday. Well, Saturday was the wrong time to go, because there was 
no one there, so I had to go back later. I went back the following week to the 
Community Service Section. The man who was in charge was gone that day, and the woman 
who was there in his place knew absolutely nothing about it. So I thought, "Well, 
surely they must be doing some switchboard activities; I'll go to General Reference." 
Now, the new Martin King Library was designed by Mies Van der Rone and I'm afraid it 
leaves something to be desired as far as I'm concerned. I don't think I could work 
there. It's awfully big. It's four floors— not much color. It's difficult to get 
around in. The elevators didn't seem to work. The stairways were marked, "No 
Admittance." I knew that they had a General Reference Department, so I went all the 
way back down to the first floor. There was a young man on the phone behind the desk, 
griping to someone else in the library, because she had sent him a book review, and he 
was too busy to read the book at the desk, and he would have to take it home and read 
it there and write out the book review at home. He didn't feel this *as quite fair, 
and I'm standing there waiting for him to wait on me. Finally, he quit talking on 
the phone, so I asked him if the b.C. Public Library was doing anything in switchboard 
activity at all, and he said, "Well, that sounds like Washingtoniana to me." So he 
sent me to the Washingtoniana Department. It's on .the third floor, so back up again 
I go; and am I glad I went to the trouble! I asked a librarian by the name of Roxanna 
Hanson if they were doing any community work. She happened to be the chairperson of 
the group in Washington that is going to do exactly what we're talking about today. 
She had written a proposal, a nice, lengthy proposal, beautiful job, on how to compile, 
your resources, and how to make the card files— everything. It still hasn't been 
approved by the administration as yet, but she has even figured out the financial part 
of it— how much time they will need, what sort of phone lines they will need, and so 
forth. (Holds up the D.C. Proposal.) 

One of the things that's emphasized in here is staff training. Roxanna feels 
that sometimes librarians aren't the people to work at these desks, but she feels that 
librarians are necessary to compile all the information, to organize, to train, to 
keep it updated, and so forth. From then on, someone else can give out the information. 
In the staff training, she emphasizes the fact that the reason for the existence of 
these centers should be stressed. They should learn how to use the resource file. 
They should understand themselves. They should know how to interview, and they should 
listenl They should provide information, and they should refer people to the 
appropriate organization. It's an interesting proposal, and I do wish you'd look at 
it. 

Peggy pointed out the Model Cities program in Philadelphia. I didn*t get to 
visit Philadelphia. It is a computerized information referral, and they do have that 
3-way phone service which Peggy was talking about. The District of Columbia is going 
to have that 3-way phone service too, because they discovered that many people get 
lost when they get to an agency, and if the librarian doesn't hang on and explain to the 
person while the other person is on the line, they might end up with the wrong person ' 
who would be no help. In other words, like I did, they might get an office that's 
not staffed properly that day. 

There's an on-going project in Prince George's County, Maryland, a very good 
neighborhood project. It's in the Fairmont Heights Branch, which is about seven 
miles from the District of Columbia. Right now they're operating in very temporary 
quarters. The librarian there is named Betty Smith, and very much on the ball. She 
conducted a public service workshop for the branch librarians in the whole Prince 
George's County System there. She said it was interesting to her, when she was doing 
the workshop, to look out at the faces of the librarians and one could almost know 
which librarian could operate in the proper "switchboard" manner, and which could not. 
She emphasizes the fact that the service cannot be rigidly structured, that the 
librarian must be out into the community most of the time. She also emphasized the 
fact that you've just got to know how to listen! 
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«« ♦fc^i^V 0 cl ? S f , by tellin 8 you ^out a publication. This publication is the first on* 
on that forest-green list that 'you have. It's called Information and Referral m?.*.^! 
Functional Analysis, it i. issued by the AdndnisttatioT^^ 
that's in here, on referral centers for the aged can be used f or L rofer^If 
is not a GPO item, but is available, and PeggV has the X in oS " TTomk 
this document when I was talking to Roxanna Hanson. I realized thaTTt was mot Vm 
«d realized that I would have to go to the Administration T^U" U up 

t^LS*!!! t0 A the Adfflinistrati <>n on Aging in the rain to get a copy. I went to 330 
IndependencoAvenue where the Health, Education and Welfare Office is There are *Ld* 

5r VS^H- - r : ""Mars SrT 
Sap arJs SrriH - rr v 8 **- saw - 

number." "Do you have anybody's name?' "No I don't I tHntthL <I J 5^S. 
Peggy O'uonnell 

^ve^ goVwoSf if^u^ge^tV^"^ ln> S ° ' W,UM "«~^"r<« 62? 

handle the service, and vi^^S^%^L,f^^i ° f th « -ho will 

J a the community to so out anri ioo.» I iw! !* has been done « b y getting people 

Fhone, with a b^uV 8 Ub«ri» JSS* S"STii5 r h ? Vi " 8 *5" 

Bureau that I mentioned in the »3vf-- >-~. *' by " brari an». In the British 

but it is not cranerted wUh rte H^;'^ f 5 ' V ° I >' ° f t«>> *«• °»™au is in the library, 
combinations a^sstble ^ ° f them are strirtl ) r <="iten. So all these 

litems! b^TintrTw^^reany^^ 1 * T^"" ^ * get ho " of the 

and as I f curried around VhLZ lrl<l Y very 1 n ^ ch ' and there wasn't that much in the library, 

thought. ^T^tneTch wanTtoTad %i?&3% SJe t^fa?'^' ^ 1 

^tne^^^ 

us" now UbLry^Sools^^^S^ tfTT ^V*" 535 bri "« back to 
of service, and special project md sf ™ 2f training people to provide this kind 
and sad. .-Tell m> everyt^M wll^e^eS yoS evening, f^" * 
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This is a very sad and very short story on the state of the art in library schools. 
First of all, these calls come into public libraries, and we're asked to send repre- 
sentatives to one kind of conference and another. We received a call. The first call 
said that the Office of Education was having an institute on urban information centers 
in Atlanta, and they'd like a representative from San Francisco Public Library. Well 
this sounded like something that we would be very interested in doing, and I vol- 
unteered to go, because this was something that I had been interested in pursuing, 
t i i he day before 1 left for the airport, I received an agenda for the meeting, and 
I found out that what I was going to was, "The annual program for library school 
faculty engaged in conducting federally sponsored institutes to train urban information 
specialists." There are approximately 8 schools in the country where this is being 
done. It's a 2-year program, and I was to serve as a non-participating public library 
observer. This was kind of dumbfounding to begin with. 

When I got there I was even more disturbed to find out that they were going to 
spend the first day talking about how to improve communications within their in- 
stitutes between faculty and students. This didn't seem very relevant to what we 
were interested in. Then the second two days were a series of goal-setting sessions 
and a management training institute in which they would decide how to evaluate the 
success of these institutes. So really, what you were able to learn about urban infor- 
mation had to come sort of at the cocktail parties in the evenings after the classes 
were over and at lunch, as people started expressing their frustrations, and you 
began to learn about each individual program and what it does consist of. 

The first thing that I learned was that there was very little agreement as to 
what the academic requirements were, either for admission to one of these programs, 
or as to what the students should learn in the course of participating in a program 
of this nature. Many people began by trying to recruit minorities. There have been 
frustrations involved in this. If they geared up and stressed the urban information 
aspects of it, they found that many of the students were not interested in the library 
science component, and there seems to be a great deal of hand-holding going on in 

nVZJ* i-£ eSC lns 5 itutes J ust t0 kee P P eo P le actively engaged in the traditional part 
of the library school program. 

. . J» other place that there seems to be a great deal of disagreement, though there 
is * field work component in each of the programs, people disagree as to where that 

^ h5uld .! ake P la ce. One type of institute is sending people out into other 
recognized community agencies. Others are sending people out to switchboards. Others 
are sending them into jails and trying to find ways to serve the unserved. There 

tm?*1\u a v great 1 .? eal of overuse of the term "Inventory of Community Needs." 
This is the first thing that they have decided an urban information specialist needs 

iLtlLl T*? t0ry comm t ty n ! eds * At one P° int ' Binnie Tate, who many of you 
remember, who is now a member of the faculty at one of these institutes, threw her 

^ff. 1 ?!. th !.* ir J nd said, "There is only one problem with this; we do not agree 

Z I n^M ln 10n ° f the terms " invent ory," "community," or "needs." This seemed to 
oe a problem* 

tn ™* n J 8 the wee k ^ ent on» it got more interesting, because more frustrations came 
to the surface, and a few more things were said. One thing that they were very concerned 

^SS^EhT Ubr ? rieS Were really ready to accept'the stuZts W 

that were being produced m these classes. How many libraries do have a slot for 

Urban inf ? n ! ,ation specialist? There was disagreement there also 

wanted J« ^Li h T tTaining ? e ° ple to servc as "- They all agreed that they 
wanted to train change agents, and many of them were dedicated to the idea that they 

32™ ch 5"^ the of the library in the con»nunity ; but underlying SS, 

III™ III a feelin 8 on * he P art of perhaps the more cynical members of the institute 
aH»?J2 a !Li 7 WCT ! reall y trymg to do was train change agents to influence library 

il l ' *"? the/ r ! ally weren,t doin « ri « ht bv their students, implying 
that it was going to be a rosy future for them. *nip*y«ig 
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One other problem: As the students went out in their field experience, and many of 
them worked in very exciting places— switchboards, jails— something that was very frighten- 
ing and which they're beginning to experience, particularly if they do two types of field 
work— first work in a community agency, and then return to the library— is that the library 
seemed deadly dull. They h e drop outs. They have another hand-holding process where they 
try to influence people to try to get them to continue to work within the library, and not 
simply drop the program altogether and decide to work for the outside agency. 

Now, the other thing that came out as a frustration: Most of the people who are 
serving as directors within these institutes are the people who wrote the original pro- 
posal for them through their library school. It seems that they are having a lot of fric- 
tion between themselves and other, more traditionally-oriented members of their own facul- 
ties, particularly if they have an institute in which some of the requirements for academic 
admission to the library school were dropped. There's a great deal of hostility, and some 
of this hostility is also generated between students if they have two types Of programs— 
an institute program and a regular library school program. A lot of remarks go back and 
forth. People don't really trust each other, and they seem to feel that isn't getting any 
better as time goes on. 

I heard a very sad story told by one of the institute directors who said that here 
students, amongst themselves, talk of themselves as the retarded group, and that certainly 
isn't what any of us have in mind. 

The other thing that they're terribly concerned about is once they have graduates from 
these institutes, will library directors and libraries be able to appreciate the special 
skills that these people are bringing to them, or are they going to be judged by tradit- 
ional methods? They're receiving a very short-cut approach to book selection, to catalog- 
ing, reference service; and are the libraries going to be ready for these people and their 
speical skills when they come to them? 

Then the other thing that they're running into is a refusal of the field work unit 
to take them seriously. They think that it's kind of a funny thing that library schools 
want to put a student in a public agency, and they seem to be refusing, in many cases, 
to give the student any sort of responsible tasks or responsibilities. They see them more 
as an observer, or as someone to file some extra papers, or to do the clerical work; \ t 
this, for both students and faculty, has been very disturbing. 

'■ Now, just when I was thinking that the library schools were behind the lighthouse and 
that the public libraries were far, far ahead, we got to a point in the program where 
one of the libraries which is providing field work experience had given a problem that 
was to be solved by this whole group and discussed at some length. The question raised 
by the librarian who had been willing to take on field work students was, "What do you 
say to the students when the inventory of community needs turns up needs that are not 
covered by the library's book selection policy?" I thought this was really overwhelming, 
and what was even more tragic about this was that the students were blamed for discover- 
ing these needs. As long as we didn't know about them, you know, things were alright. 
That was the point that even I, though I had been told to be a silent observer, could no 
longer remain silent. I thought that was very depressing, and the librarians involved 
c*dn*t seem to feel that they had any responsibility as far as this went. 

- B . Now '. on Thursda y afternoon some gentlemen arrived from Washington, from the Office 
of Education. This was the week before President Nixon announced his budget, and they 
came in just very hale fellow well met and invited everyone up to have a drink and talk 
who* the afternoon meeting was over. Then they started walking around the room and talk- 
ing to the institute directors and saying that they were sorry to disturb them in the 
course of this institute, but they would like an opportunity to talk with each one of them 
for 15 minutes oh the following morning. f 

Now, on Friday morning the institute directors started going out one at a time, and 
zap! It was all over that quickly. Some of them came back in the room, and they had 
been told to just plan on discontinuing their program in June. Others were told to go 
back and cut their faculty in half, cut the number of students they had in half. Some 
were told to take their proposals back home and rewrite them at half the expense of the 
original cost. This was sort of ominous to us. We were still wondering what was going 
to happen without public library proposals at home, and it was very depressing. 
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What I fomd rs a public librarian, when we all went to lunch afterwards, and they 
were talking about what this meant in terms of their programs, and in terms of their on* 
going programs within their library schools, that it seemed to be the impression of 
the institute directors that no remnant of this program would remain within their 
library school without the federal funding, that this had a reason for being, and a 
reason to recognize the need. They recognized the need for urban information special- 
ists, but without the federal funding they would go back to their traditional pro- 
gram, and the library school would be as I remember it in 1959. I thought that was 
very depressing, and I hope that's not true of many of the other library schools 
that have tackled some of these things without the benefit of federal programs; but 
I think that we should all be aware of this. 

I do have a list of the library schools in which these programs were held. If 
people are looking for employment, many of the institute directors did suggest that 
their graduates in June would be real additions to any library that is ready for them. 

Question 

Something that Peggy said earlier, and something that you just said about the 
proposal writing and also working with the people directly: I had a question when 
Peggy said that perhaps the person working with the public might not necessarily 
have to be a librarian. I wonder though about whether the information specialist... 
Well, I guess ray impression is, do you think many of these proposals were written 
and were accepted because it was a way to bring students into library school? 

Ms. Kincaid 

~~" There is mixed feeling about that. I think that some of the proposals were 
written with that intent. 

Question 

"Wh"at do you think the long-range intent would be for developing urban infor- 
mation specialists who are not really strong on the organizational aspects— how 
these programs should be developed, what their future development ought to be? I'm 
just wondering whether we ought to-you know, we're killing two birds with one stone 
here. We're trying to bring in students, and we're trying to make urban information 
specialists, and I'm wondering in the long range whether our objectives of library 
service are being affected? 

Ms. 0' Donne 11 

Well, I'm not an authority, but it doesn't see* to be that simple. It can very 
well work. The problem seems to be the organizing, the training, and perhaps that's 
why we're all here today. It can work very well, and I think you need urban infor- 
mation people who are from the community; but very often, if it's not handled cor- 
rectly, it's like many projects. Some of you remember our Fillmore Project many 
years ago in BARC. It was a great idea, but it didn't work, and we learned a lot, 
but we never had a chance to repeat it. I think that it's not that you can't work 
with the backup. I think the backup librarians trained in the traditional skills 
are needed, but we need both. 

Question 

" Vn not so much concerned about traditional skills, because I certainly think 
that we need change agents in libraries. I think half our administrators are really 
tired of libraries and should have been tired a Ion* time ago. It's very unfor- 
tunate. However, I just question what the long-range objectives are and what can 
come about that would be most effective in the future. What are fc'e looking for for 
our future leaders? 

Ms. O'Donnell 



Well, you may have an answer tomorrow. It's the best one I can think of, Fay 
Blake. She's not here today. I can just tell you what I've learned so far. 
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^1 thi f lS ! Very im P ortant area, and I think we ought to develop it. I think 

it should have been developed many years ago. 

Question 

t^tJ^^ r*, 1 ^? there ' 1 wondered if y° u «<* ^ deling that these information insti- 
tutes were planning to cooperate or hook up information with the urban and regional plan- 

s^i^t r « tm ^ tS °V h ? Univ r? itieS ' Are doin * anything like thifso that Seir 
specialists have a feeling of how urban areas are changing or will change? 

Ms. Kincaid 

'It seems to me that the 1 program at Case Western University was the one that came closet 

S °f hlng 3 ike u th f" ^ students in the Atlanta University p^ are Snes 
XtTJl SSSt f° the inventory of community needs for the Urban tetoKtacSJ^S 
Atlanta which is part of this consortium which Gil described previously. So they'll 
have a different kind of experience there. previously, do tney u 

Question 

What are the school- that had these programs? 
Ms. Kincaid 

whi se f*" CaSe We,te f n 5 Atlanta; the University of Michigan; Wayne State had one 

£u\l J? l0ng f TZ ati * g; Columbia is about t0 ^ve one, I modified program*! could 
S 1 ^^^,^ the l, » h - look it up. wLco^sin isX* 

Ms. O'Donnell 

Thank you, Anne. 

b^^nfn! 1 "J*'*! y ! U f 11 the bad news » which is the b «t place to do it at the 
meratur; 3 £ S-J?2i?f ^ that ^ bee " s <> ^rifieS in 

bort ".JfhfSS'tJSt^ V b ° Ut \ W6 ? k 'u 0r that they haven,t * ot off the planning 
Doara. iv- ve heard that the library schools have had great difficulty in deciding hnw 

ir the 4^?L »d J" '^! , ,?! 0ple t? " e " ot goln * t0 be s P eaki »« are working 

KffS. S f T0 ^ e,1! : WC Wi " * et out of the bad n«s and into thTgood n1ws.^ausTl 

t ve t0 Z ana ?S. S U S0 °'^ 8 - hat H not »»»»v»ble. It's so-tSng S£ we just 
nave to do, and I feel we will do it, and I hope the rest of the program will be useful. 



• * * 



funding for" ffi"SSry 'sy teTTdon?" J"*"""" 1 P»*-ced with special 

they're both here..Ceor g ia^lliBan" wno^ IS^S . ^ "? nths they °n it, but 

her assistant. wh6, I believe . «TthTuL **! J l T t ^," J!" Pro,ect ' ^ Ka «" Jemlson. 
proj ect and went about opeming it ana -u~ f5T y0U hoW st8 "« 1 *• 

more than glad to hear from you? Georrfa y0U haVe <X»»"o™. they'll be 
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Ms« Mullig an 

» e « S'S- 1 ^' to J ntroduce **" ~d Bonnie Bowen. She's from the Heelth Depart- 
«e e?S,f on ; k I - 80 "^""^ the Infotmstlon Consortium wwlh 

Sn j"^! ??K th V art ° f 1 ? teite8te<1 individuals to the county who dealt with tofom,- 

sotrcerSen^r ^o r wan 8 ^° PU in he8lth . 8nd » e " 8 ". P"** 8 the Educational^ 

center, who wanted to communicate with each other on what they were doins to set 

a°t S e " tra i file ° r "dative referral effort started. TOey^ade a Tot ot pro- 
gress and I hope that you will have a chance to talk to them today, either durins lunch^ 
or after the session this afternoon. 1 Just wanted to point ouHnat t^ were Eer.7* 

and 2 Vo 0 ^ lT t ^ 'JVTT'V' Canity Resources. It was a flSerat project 
ana was to be done for the whole Peninsula Library System, which is the library m L h 

!££1?JT?' V J! J lncludes 811 the Public libraries except South San FrlncCcT^ 
^wL S^L 0 ^ ri? Clded ,i° lnclude then 80 t^t we would do really a whole com tithing. 
I*"" J 0 ** that this would act as sort of a carrot to them too, to getthem w Join tte 
Peninsula Library System. I don't know if that's happened yet or not* 1 " 

nenoirn, f!* T~ '° C ?° pUe * ^""oty that would list sources of information only, not 

*h! . ^ 8 * "f 16 " th6y £it ln wlth sources 01 information. The idea would be 
^tS ^^"il ?^ la " S Shere llbrarlana cou " so ^r information when tSey had ex? 
r^J.'f' o^ Ubrar y taaources or when their library didn't have any resource: and 

ols^oes the JibMry! 13 " 8 ^'"^ tel1 tb8lr P 8 '" 88 "> »» for^ormattp. 

to. .^^.S; 1 ^! J "« completed her card file when I started this, and she was set. 

willlartotr'abouT^rSo? ^ 8he 18 "day. end 1 hop. £ 

«». rf^« Peg8 S 1,88 sa " 8 "ttle hit about some of the things you should consider when 
' T « Went < thr ° U£ ' 8b8 ol«e hell for about 2 months, before « reUly Lf town 

^r^weren't °S^ i o?- t H W %« d t0 V™' 1 * W ° 8t " 8 * oi °* to put into it «d 

bTco^Hv? 1™ !T thin8S 70,1 8hould «onsider are: What are you going to mean 

by conunlty? Are you going to mean your own town, or, to our case, your own county or 

st a ebodl 0rt r'i ely T r* the Pr ° 3eet P r °P 0881 -Pieui-L, ..^^^00™™^ y .o If 
stvto^ y «Io^» th oone k f8 ntn"ic resource to Los Angeles, say. I could colour b, ? 

wfwouid tear y abo»t so^cmJ e h COUnty * *? 1 d ° n,t Vant 10 he8r abo ^ Occasional!? 
foJT ^ . something that was unique, something that was not ln the county in any 

Suae even "5 yTdec'L^' ?° ."V 0 "" put thl8 ™ 8 — P«ely arbitr^ bt 
Ton forever " iUBt tho8e unioue thin * 8 0u " ld8 the county, ,« 

Another thing you have to consider is: Who is going to use this thine that vou .re 

Itoh'anS .em L*? * *» 8 ? «"> l8 ' 8 Al2 rJS tSt you're goln/to £o- 

" 8h „ 8nd ' ell ' J Ar " y° u Boms to <>evisa an taphouse file that's Just going to beused by 

V"? librarians, or what? This will definitely affect how you go about the nr^ect 
bf t ^ B klnd ° £ ^"T! 10 " ^ flnd ' 8od how much detail yVtave .note i? Zrtl will 

^ ^ N ^' I!"" y0 V' Ve declded what you ' re efter » and ^o's going to use it, then you have 

ElriTl I lnf ° matlo ?» we dec "«d to start with the librarie. thetBselvee. Moa"li- 

tt£ ^erTuSje card JSL 1 !^ " Idl0t Flle8 " at thclr ^eL desk, 

weren't " ' i ^ J U"! they had acrlbbled d <«~ things that kept coming up that 
si J «*««:* 8 k J ' r ! ^ dy t0 tove wlthout lookln 8 ln a every time it camT 
tee way a^ JotHir^ dy 8 idlot u files and discovered all kinds of neat things 

m^elHo S CSrfS f^ful.^ ^ 1 ^ t0 a 5x8 Wd " la ^ 

in di^Ln 6 f} 80 P J° Wed u thrOU8h the dl ««ent reference questions that had been recorded 
in different libraries, because we thought^this way we would find out exactly what kindT 
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tof^SJS^r ^ lib 5 arlans were eoing to want to know, rather than compile a lot of 
Information that would perhaps never come up in a library. The area iik„ n J « 

L te thr Ubl n C ^ 3 T Plete flle 0t aU ^ B^'auS^ns 6 ? ttTSSJ^S £ 

ing through other people's reference questions is that, even though they have written thT 
question down you don't really know what the question was, and chey sometimes £"t either 

of format K' £ilt T d tnt ?? 8h ° any Pe ° ple and 8at around for • fe " months! 'you SSd ' 
of forget what the question really was. Anyway, it acted as sort of a guideline and r 

would try to find out a little bit by talking to the staff about tneir ^efer^nct 'questions. 

Another thing that you can do, and some of these things are on the lietTthat Pe£v 
E* VT< Ut f rat ^» ls to «° th ™* h the phone book. In the white page] you Jan Sok 
through things like California, San Mateo, U.S., just any number of things Lttew^ite 
pages Then in the Yellow Pages you can look through things like associSio^Vclubs and 
bookstores , We decided to include bookstores, because they are sources of information 

2 T bC f in K t0 v 8 ?f M idea ° f the ******** subjects you're tested to^ou can 

: with %cS^ ^ Pa * es under th08e subJects and find the a «r*rH.^? Bl 

' ^h^w!? a ° UrCe would 4 be the organizations and people themselves. Once we started con- 
tacting these resources, it was very helpful to be able to say, "Well, do you have any' 
source files, and can we look at them?" Or, "Do you know anyine else?" A St of people 
would, try to VjS off. They'd say, "Well, we don't know anything," but they would Sways 
be glad to tell you about someone „ho did. We found that in thriibrar^th^veTJoo 

down 6 ^ Til lT 9ti T* ir *L t0 r ery0na Wh ° Wrked lB the "braries t from headlSminist^r 
t?Z !!/}; r Jf; ! ay J n8 ' What d0 you kttOW? Are * resource?" we found very of tS that 
they didn't think they were good for anything but maybe pushing a book truck awundTbet 

£2*^ 2 l0V ! m t6l J ab T ********* *«* the other people they woSed wIcTso J 
SfSifJ ^stionnaires back, and one person would tell me about the other person and 
all his traits; and the other person who had Just been told about, who said he didn't have 
any talents at all, would be telling me about the other person. So I had sort of likeT 
spy system set up, and, mentally 1 found out all these people's deep, dark secrets. 

The newspapers, are a great resource. Usually there is a society page that talks about 
clubs and different things going on. In San Mateo County 2 newspapers hSve cllum^thSt 
? ea i !£ ? Pfblems. The San Mateo Times had a help column where people would write in 
that their lamp post had been knocked down, or their cat's tail had been cut off, or some- 

ou^^ they dld > ' toow f 0 * ^ to. One of the newspaper reporters would^ 

out and dig up the answer and write it in the newspaper. The Redwood City Tribune did the 
aaoeth,ng called "Action Line," and that was very helpful. We contacted the peopl e who 
did those to see what kind of files they had, and sometimes we found out that their fUes 
were all in their head, but that was another really good resource 

^ the , thin 8 8 j librarians said they wanted in this directory was a list of people 

who could translate and interpret other languages. They didn't necessarily want people 
who were experts They just wanted someone who could read a passage; or if sole £tro£ 
came into the library with a letter from Germany, from their aunt or something, they Just 
wanted someone who could give them an idea of what the letter said. I found translators 
£< PU ! eS llke 4 bank8 5 and we "ied to explore all the restaurants in San Mateo whe^we were 

eo ?nto a r^°J eCt % and ^ qUlte a Varl6ty ° f ""aurants down there T^ERTiJS 
go into a Greek restaurant or something like that, I would try to find out if the neoble 
~Ln£d ^5 heae / es taurants were actually from the countries that the fooT?^ 

resented, and then flip them a questionnaire. That worked very well. In clothing * to r£ 

W y rfi l¥i t1a i Cl ° theS fr °° ° ther countrle «» they often go to the other* 
tries to buy; and I found one store owner who knew several languages. So it's endless" 
You have to keep your mind open. You have to retrain your brain to keep it o'en^o See*. 

thin 8 y°" ha vo to think about is not only who collects what kind of informa- 
tion, but how you can use their information. For example, the county clerk and recorder 
collects information on births and dPaths, and anyone who starts a business has to file 
with the county the name of the business. They may be collecting it for a reason that, 
doesn t interest you, but you may be able to use their file for something totally different 
%l'T*lti £ c Ele f tion * anyone who registers to vote giveS out n£ nam* anf 

address, and if you have an unlisted phone number, you can't call up the phone company, if 
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nhU«f e , tr ^ XlR , t0 f ,? d a J fri ^ d ° f yours » and * et the address ° f that person, because the 
phone number is unlisted. Therefore, the address is unlisted too; but what you could do 

tiJl },? P , ! Elec u tlons 0ffice » ^d if that person registered to vote, the Elections 0?- 
I hL W f Ll°r°) ? P ! \ na ?? f ^ r J y ° U and 8lVe you the ad dress. I know this works, because 
L *?>,* i f 5 rlend "5° llved in Hillsb °rough. I hadn't seen her in 8 years, and she had 
an unlisted phone number, and I found her by calling up the Elections Office and she took 
me out to lunch. Of course, you can turn this around the other way. if you actually hive 
?J^ en ^ questlon that y° u are work ^6 on, you think, "Who collects this type of in-^ 
1 forn *tJ on? Then you can contact them and find out if they will give that information out. 
Those are some of the wayc we try to find sources of information. Once you start 

U £2.^ lt * y ° U t0 Start fl8Urln8 out what y° u,re 8° in 6 to do with 

tJ5 «n5?«I £ y 55* eS ? enC ? °? ° Ur P r °J ect « 1 think we spent more time dealing with 

tt V/<S r6aUy ±Stl t that hard t0 flud - You « et to ^ point wher^ou 
don t want to find it any more. J 

thin^ thtll llT jJV' thlS poln ' ^ lf y° u are going to get involved in this kind of 
thing, there are, of course, many different ways. We chose the phone, because we felt by 
calling People up there would be a personal touch, and it would be good PR for the li- 

!! th ! « ues tiounaire for people who didn't have phones, or when we could 
Z2 **l, < ?! and We dld S ° me aCtual viSltln8 at tha ^ginning of the project to et 
STrh r lJi°i 1 L^i"*!* SOln8 t0 be havln8 t0 ask over the P hone 5 but the visiting, 
^J c thlnk i8 ^ ldea ^ JUSt tak6S ent ^aly too much time. You can spend all day just 
visiting one or two places, and you'll never get done. 

« 4«. N S W * dealln 8 wl 5 h the information gathered: There are different ways, and Peggy has 

*k U J t0 y ° U *u e d J fferent fo ™ats. we chose this format, which is a looseleaf 
binder that you can buy in any store. For the most part, we tried to list one resource 

Z?Jtl?l* ! Ca ?f «f, felt that / e Were 8 ° lng to *— e* 0 ^* 1 to 8 ay about most resources 
so that it would fill a page of about this size. This is half the size of a normal sheet 
of paper. It's 5 1/2x8 1/2. We left room on the page for notes, in most cas"^ 
because we knew, no matter how hard we tried* once people started using this directory 
they were going to be discovering things, good or bad, that we hadn't in the process of 

' 0l i e a C l °; ^ Ortt !i lon; and W wanted to make it as easy as possible for them to improve 
on what we had said about it. 

The card file idea is great. Librarians tend to have 3x5 minds anyway, and most of 
us would have empty drawers and places at our reference desks for card files. We, again, 
chose the directory format, because a lot of librarians in San Mateo County were ietV 
crowded for space. Also, since we were publishing out about 45 copies of these for all 

JdL ioM^ e ! h ! nd . 4^ * U W3S jUSt t0 ° ******** to put this out on cards. The whole 
l£? #555 !? 5 P roJect was to « et it started in a way that it could be kept going once 

To if^SL f S ??K ran ,° Ut \ F ! dferal fUndlQ8 18 runnln8 out nw » a ° d «hatVS trying 
do is orient the librarians in keeping this up, and we felt that it would be easier to 

iSfM!!! ? 5 than ln a Card for,nat ' We have all the advantages of cards. With 

the looseleaf you can insert and pull out easily, and it's easy to update the index. 

»iu» 3 5 aV \ t 5 e *?f ter flle that 1 told you about - Wc a card index file, and 
onT W T t ^ Ve u '5 e o ff * ther \*! a card "le. It's Just not a card file for every, 

one. it s Just one that will be kept in a central place. 

As I said before, this is arranged so there is one resource per page, and then, so 
you can get at the information in the directory, we devised an index. Karen Jemison 
I^'f i 8 P~ject, and she volunteered to do the index for it. We were both 

be dtitl llL"? if* I! 1 *, ay She Came t0 me and sald » ^ toow, both of us shouldn't 
2L , 8 thlS * We Were be 8 innin 8 to hate each other. We were always arguing so I said 
^til V/ nta / tiC Karenj wh y *>« d o it?" So she *tiirh^eTme%ut we ^ 

? ? 0ne W ? ,! SS ar8Uln8 ' do y° u ^nt to talk a little bit about the 

indexing, and how we decided to go about indexing all these things? 

Ms. Jemison 

hv .JS^^S' ?" • aS Ge ° rgi * sald ' the direct ory was initially designed to be arranged 
iLured ™ nlfdld '^I' or f niz ation, person, etc. So you needed a subject index. We 
figured you needed a subject index even if you arranged things by subject; but, of course, 
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™ ^X^. ^arrange^r"'' «" "P ? 'no w. didn't 

letor. ended up all in the s J area uX^^laHr^" PeOPle - ? ° r lMtance ' »«- 

rUn/were fLnL" S^^r^^^S^^ ^L^lde. because libra- 
turned out to be falacious--that lih,^L! ,! rttn lt( end we thought— and this 
didn't find anything! .ight reso" tTtht"^,! <u,d "> en the, 
eubject headings right there in tne""« a tit tit 2 the " r «". they'd have th. 

Originally this directory was designed to be rell r i*,.* ► m • ■ 
elwcys work out that way. He found »«„f»7_. .J restrlcted to librarians, but it didn't 
so we wanted to getters tnat were entente TlT' C »5 alog ^ snd »•« « 'he shelves' 
really here to do is to ahow^hat you can do e£S?!2 "•"J"' 1 ""P" 0 " *" 

«»d I'm now on fruit juice and cote! thiS * n ° 8Urvlve - U tak " » lot of stamina. 

v.y £Z arrangl th Ys^eoputn use ^^2^ '.'"f^^h.re is on. 
choice, because you can use it even^? ^n £-2 Render's Guide was an excellent 

We used popular terns. £r instate* wTca£ed tn^L?^ "a"!' * na "» <tt *'* •*■»•• 
it— "Telephone nooks, centers e^T" w . Switchboards" Instead of— what was 

use the headings. Vou'^e {& as^ro^ralereTei^lh^ T lf *>*' " 

-ere r^inoex!* Ztf3£g&H£& ~£?J?2 ** * — - 

an agency or a person could give services lu*~£r i™.*^ f°r inf omation, but when 
was interested in back packlng-welncluded iTon th^S^t ' '"J*?*" hlki »8 tours, or 
to index it. well, that presents its own diMi^i^f. "i the " £< >«'«. *elt we hed 

eluding bookstores but you really Sn^Tknow iL,™*.?. ««"• « were to- 

«*ich we got into when we cover* aou?t boXtore. S f" SfjfL^ ^ nOV8ltl «. 
to design any master sheet of terns that cou!d nT™ ^. f d * d th * t weIe »* going 
San Mateo which is interested in^npSSng^uch s Ust" hue*? ' f "» eg«»c, In 

eren't going to he able to use it. becnus! the combing™ J ? " fr ' ld «*" "brarlea 
usually unique to your community, 'ano tneref«e ^ouTJnSL ° f h lnfo ™»ti«l and service. 1. 
that the people in your community do. So you can't 1"" *• M ~ «"!"**■■ mind 

stead we decided to make the index useful Corner way. * " gmi " tt »■«• In- 

^hat: rjr^tij^£^«^ A - 

lutionaryfand ratner ^.S^T £ S ^ ^ - ~* ~- 

than anybody else, we used descriptors" Such^s a bl JrZtl J t0 "»"»•*«• ~re perhaps 
so that we cut down on the oumber'of heaojngs that we*^ n ° Wel WUU t" 

directory we S^Jtu'i^^JS^ - "*»■ ln the "•*» body of th. 

•gency, organisation 1 etc" WeU? we ^-t 1 22Tta*2W " tU ° f " Ch 

which source, were restricted, ihis is also usefaJ •i^ 6 "' «° y ° U eou " tM1 1-edlitely 
tory out where the public can nsTil, th«e are ISay^oSe \l JT '° PUt the dlrec - 

person has requested that this information not be »2lS£V 5? T • <,,<rce • »*«« «» 
that you screen it. or only the librarian <^ cm fnd i^ 1 *," 1 ' to ***"«. 
eager to call and say they are a librarian Ld «M ? ere always people who are 
you have the black dot in the Index. can^tiU us! £ i°">««tion." So if 

but you can pull out the sheets and put thm somlwh^ ^? ""Si" 6 **** tot ^ bo <*. 
e private directory, and this often suitaTi, 8 !^ Ue ; Then J™* have a public and 
didn't suggest it. but it can be used that » t ^" ny 0ther f « ature ' We ' 

With these restricted sources there" often a nrSbfj^-^? . tt tip UP y0ur ind *> 1 - 

correct, or to take e look* at^e'Vtney ^.^ ^1^^^ riund. 
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for instance, one Czech translator, and we were very pleased, because he was willing and 
able to translate Caech. He was the only person we found. Unfortunately, he was in his 
90 s, but you can't say, "He's pretty feeble." So instead, you have to say somewhere, 

Please call your library and ask if he's dead yet." 

Well, anyway, that kind of added information we put in the index in most cases. For 
instance, we did put a lot of information about the Yellow Pages , where to look under the 
Yellow Eases that people didn't seem to find, librarians didn't seem to find. So we said, 

Look in the Yellow Pages under such and such," or.ve'd give phone numbers. For instance, 
we had a film school where you could go and learn how to shoot your own movies on the 
weekends. We didn't have enough information really to justify a whole page, and this was 

Iff! ? V !P M ky ' ?°, Ve put infor » ati °« like that-smog phones, snow phones, anything 
elsi~in the index, with a telephone number, with an address if x*e had it, and other use- 
ful hints as to where to go generally to find information. "For credit ratings, go see 
the president of your bank"- things like that. 

Finally, we decided to use extensive cross-referencing, because unless you do, you're 
going to over-use a few sources, and they will hate you forever; and you are not ever go- 
ing to use a few sources, and they'll feel they're lost. Maybe they'll be happy that they 

i I ? eVer ? ea ! from you ' but on the other hand » several people are quite eager to be in- 
cluded in the directory. So you :*mt to nalce sure that you cover as many bases as poss- 
ible. So that s what we did in this index; we tried to make it as absolutely useful as 
we could. 

1 have only one suggestion for anyone who wants to try this kind of project, and that 
is to be sure and tape your phone conversations, because they will offer you hours of 
listening pleasure. After you're all f.niehed with them, maybe you can sell them to Bob 
Newhart £0 r his monologues. That I really miss. That's what I really wish we had done. 
cft Jtainly would have sav^d everyone's sanity if we could have recalled some of those. 
The directory is now called Inforama, and we are debating about a cover ever still, 
it you have any questions for Georgia or me, please ask. 

Question 

How long did it take you to compile that, and how many entries do you have? 
Ms. Mulligan 

We started in May, and people always like to think of things as being complete. I 
keep trying to tell people that this is still going on, and it never ends, because it's 
sort of an organic thing. Things die out, and you add new things. 

Question 

. u , JU !f for l _ v;hat y° u have tNire » how many entries do you have, and how much time did it 
take? Also, how many people worked on it? 

Ms. Mulligan 

There are about 400 specific items, and it took 2 peopie, part time, 8 months. 
Question 

You said one of the reasons that you decided to use that format rather than cards 
was because it was more expensive to reproduce cards. I don't understand why. 

Ms. Mulligan 

Well, we were only going to be publishing around 40 copies of this, and we talked to 
different peonle who do cards. There are some companies that will do cards, and will 
microfilm your catalog cards, and will produce 5 or 6 cards, or whatever. Then some li- 
braries do their own cards. Wa found that we just couldn't do a card for less than 2c or 
3C per card. If you were going to do a lot more copies, then the price per card goes 
down. The same thing is true for paper. This directory was reproduced in the San Mateo 
County Library, which has ai offset press, and it was less than l/2c per page. This vol- 
ume is probably no more than $8. We haven't gotten the final figures on that, unfortun- 
ately. I thought I would have that for today, but I don't. 
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«. yo^Ci^ d1 "" ~* — — * or 

Ms. Jemlson 

w ^SlJ?*' I ' m v taXkin8 ab ° ut ~*>r instance, for swimming you would have several entri*. 
but preceding each entry we would have "Classes— American Red CrZ » SIMH^ tl entrie8 » 

Question ,J 

8 ot lsi -2r«sr^ I SuS"'" r yout ***** noteb °° ki ^ 

MS. Mulligan 
Ms . Jfemison 

another.' 8 aBfUlly U " fUl • beCau8e th *" that we rejected for one reason or 

Ms. Mulligan 

.1. :. Mght- .P" 8 ?." 8 a COB Pe n *°n to that, we put our subject index on cards oar unrrt .„ 

ut i^ut 0 ^ s?a es° TaiS""; "T " 8 " P<U " 'ni.~l£e^e„ Z 
i* \hl 2! i ! 8 1 dld a £ew of them v *y back " the beginmng of the prolect to sea 
and t^af?}*.. ?° ln8 *? M ° rk ' because we »** to spend 8 rnootta doing tuT 

n««Z7« j Jr 1 sent " out t0 a11 the libraries to see how they would react before we 

ad7L° U our inlr aan'each «V° U * t <™™' ^ a' we would 

ana to our index. Then each time we sent out a new piece we'd sit down and rot-™- #»h* 

Ms • Jemlson 

"SuhwL'!! 108 / 6 d± t al !° was * at the end of aach 80urc « ™ included a little thine called 
Subjects," and we showed what the subjects were indexed under. 

Ms. Mullig an 

lnrf*vf!5 ™ y0U I r< \ a hUma ; reso " r ce you can see not only what we said about you, but how we 
ITrtVZt plge! ^ ' *• y ° U CaD add to " or tell us what to'cui 52" 

MSe Jemisop 

It s really a cataloging project; that's really what it boils down to. 
Question 

*»*«Ji id 1 U f derstand you correctly, that each time you bring out a new page say a new 
agency, you bring out a whole new index? 7 say a BW 

Ms. Jemlson 

Well presumably you're doing this thing in parts, and you wait until you've sot a 
huge chunk until you re-index. That way you're not indexing once a wee" 8 

Ms. Mulligan 

The first piece we put out came out in September, and we've put out 2 since then. It 
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was my idea that this would be kept up maybe twice a year. You get a certain bulk, and 
then it starts going down. The project isn't officially over until June, and we're reallv 
still working on it, but what we're trying to do now is to get a system going ILlt In 
owners of the directory, i.e., all the libraries and their branches, can feed in maySe to 
SJu ltL*°i new t inforinati o n - They may use a source and find out the phone num- 

ber s been changed, or they may discover a new agency; and we're trying to set it up so 

S 8 i LZS* ne V inf nation, maybe even in the format that's on this page. 
H* ™ diff i cult to fi « wa out - Then, when a significant number pile^/and up- 
date the index, and have it published and sent out. 

Gil McNamee 

w« ^i!^ 8ia, J^." 111 ,*"! those things that have changed addresses or phone num- 

bers that people haven't found? Will you do it by postcards, like once a year? 

Ms. Mullig an 

w 8 ^; t ni I u mentioned earlier that we used a questionnaire somewhat, because you do 
run into places that just have a P.O. box. As Karen pointed out, we have a date on each 

S ° J 0 ?! 11 toow how ? ld the information is, and someone ^oul^^th;p^h ?het? 
*>J? a Pag ? WaSn fc autonia tically updated through use, you could get all the 

ones older than a certain date and send out a new questionnaire, or send out a copy of 
the page and say, "Is this still true? Was it ever true?" b « out a copy or 

Question 

What kind of use have the agencies... Have you recorded any usage factor at all? 
Ms. Mullig an 

for /^hn«L d r ,,: IT*,??* statlstlcs - 1 8 ot * of feedback, because I kept begging 
for a response from the library. We did include a sheet called "Suggestions for Re- 
sources as sort of a hint that they should be filling this out, and they started coming 
in more and more, so I know from that that the libraries are using them. 

Question 

to tr^iMnnn^ through? Also, how can this type of information be disseminated 

to traditionally non-library users? 

Ms. Mulligan 

<- GCQ J^ S It*/*™ an 8rSnt 5 h f t We eot through the Stat e Library, a federal grant, 
secondly, what we're working on right now is publicity for this project. We want to run 
some newspaper articles and perhaps do up some brochures that would have .specific ex- 
amples of kinds of information one could get from their libraries , because the library 

^ a !^^^ directo *y» and ieave th *» anywhere that we could think of~laundromats, gas 
stations, recreation centers. 6 

Ms. Jemigon 

What we had really hoped to do was bring out something that didn't have restricted 
sources in it that could be disseminated, left on tables in health agencies, bars, etc. 

Ms. Mulligan 

This is a beginning. We're hoping that librarians will take it and do things with 
it. You could take the directory and pull out things on a certain subject. One idea I 
had was to do up little cards on sources of information, maybe on food, and maybe hang 
them in the stacks by the cookbooks, or maybe get the grocery stores to hang them up. 

Question [Cannot be heard.] 
Ms. Mulligan 

aacc ° K> She aSk6d me t0 tel1 you exactl y ^t kinds of information we do say about these' 
different agencies. Of course, it varies from agency to agency, but we did design some 
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not do thia. because we felt If fh!,- „!j ! P ' pw " 1 ' 8 na » e *»»• Anally we did 

ou t of W T^b^^^tdVc-t^rSl ^dlufo^n^^^ 86 b « 
just write down everything we learned about i n f°! Batlon Available, and we would 
they didn't have. TheTwe hV"tef rtee UkXSE, ! nforma " on "ad, and what 
Special Libraries, we wouldlalk^t TLzlZZi Speakers. Tours. Services. When we did 

the, had. A lot ofT-Su l^^nj'^^.^^t'^^'r ° f 
free. We put that in there We famsT Lw/iTT rant " or Some of them even 

whether they woulu W^s ^n^rUbrarJ 1^.^ AX8 °' phbtOCOpy «"■-. 

Question 

erateo ^pe'for^cufoiSus't S.2SL*f ********* with canity originated or Ben- 
ches, the director^ existence In the county, snd did you ever consider glvtag 



Ms. Jamison 



"we were Vudgetedlnto^or !nd th!^^ *!S thiS Wnd of Unfortunately, 
in the libraries ^ che^inSu^I^rr^^^^^t^' 
but we're hoping that will bedone a» t£It 7* maks •»** e«Pi«». 

large response"!™ ^t ^" SS^TST ^1^?^ * 
MsV Mulli gan 

whether ^ wln^rr^rjXvi'oe'rio^* ^ f> « 0l J« t0 a8k «<« "card to decide 
Question 

Do you do any subjective evaluations like you can find in the People's Tltorfcuff at 
Ms> Mulligan 

^J^im^rij^Jlir, " Mhen y ° U « U " « Pl»ce. they're mean," or 
contro^er 1 It! «'d5d".rwanf to' SS^S.""" ^ *"» """^ the " * ~ 

Ms ♦ Jemison 

.table! ^^go^ 'S^r^bTeneT — "V"'* *™ th " " lea " th « owner i. 
who Is absolutely t^tU^'^Lft^T'" U J "° v gr " t - tf « talk to somebody 
Who ha. ju * had'a div^'enu i , ^^^*T^ , SaS i r** 
ttoe Mullig an 

th tt .^. & :^^^^,t tt u^ w s: ss St fr* about -••^- u ** « 

ans. What we hope also will hao^Tlf tw 1*2. 2 , f \* Ct ?" a warnln8 t0 liDr » rt " 
referenee librarians «et nontnlv and ttt » ™ !, } be a lo \° £ verbal ««*™8«. The 
nothing to preventlnlndi^dual «. PL^T. T plannin 8 to "change infonatlon. There's 
is nice or don't \«?ir ' course . f™m writing in his own copy that So and So 

Question 

in the UblaryTiriLpT 4 C ° Py " "'"^ t0 *"» ~ °* l*—- «>«« 
Ms. Jemison 

That really varies. It was designed to be kept right behiod the reference desk so 
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that it would be ever-handy, but it depends. Sometimes it's still stuck up in cataloging. 
Ms. Mulligan 

wi. 008 f laCC WC couldn,t find at all. Sometimes it has been misunderstanding too, 
like as the project moved along a lot of decisions were made, and some fields were nar- 
rowed to keep the project under control, and sometimes these decisions didn't filter down 
all the way. So the way the directory is being used varies from place to place, but now 
we re having conferences with each library to sort of clear up these misunderstandings. 
So much PR is necessary. 

Question 

Did you ever consider listing the libraries with a subjective evaluation of their 
resources? 

Ms. Mulligan 

Yes, I did. I thought of that, and what I finally did was send them an order to 
write out a page describing their own library to see what they would say about what they 
had to offer. I've only gotten one back, but it was interesting. 

Ms. O'Donnell 

I think you may have covered this, but I think that must be a problem when you make 
the resource directory from the outside, a certain resentment, and a feeling— "Well I 
know my own community better than someone from the outside." I think if oeople are 'going 
to have to use this kind of way to get the directory, I think there should be some tips 
on how you can make it acceptable to the library and make it work. 

Ms. Mulligan 

Having done this, I don't think that I would necessarily recommend this as the way of 
doing it. We were doing it for a whole system, so no matter who did it, there would al- 
ways be some foreign character. I doubt if you could find one person who would be intim- 
ately familiar with all the comnunities he dealt with. What 1 tried to do in the begin- 
ning was, I went around to all the libraries and looked at their idiot files and asked 
them what they thought I should be doing. Of course, I came out with many different ideas 
of what I was supposed to be doing, and then I tried to blend them altogether and make 
everyone maybe a little bit happy. It was difficult doing it for a library system. I 
think it would be easier to do it for just one library at a time. 

1 would say that if you're going to try to do this yourself, I think it could be a 
part maybe of one person's job, or at least one person on your staff could act as coordin- 
ator, and all the other people on the staff could feed into it. I think it should be or- 
ganic. Rather than sit down and try to do it in one hunk of time, decide how you're going 
to do it, and then just do it continuously from one day on forever. Build it into the 
system. 

Comment [Cannot be heard.] 
Ms. Mulligan 

One thing I did want to say that happened: Some people did think that I was trying 
to suggest that now that we know other places you can go for information and other people 
you can contact, maybe we don't need libraries any more. That was not the idea at all. 
We were just trying to help ourselves and our pattons by giving them more places to go 
for help. e 

Ms. O'Donnell 

Are there any other questions? Well, thank you very much. 
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Role Playing with the BARC Staff 

Peggy O'Donnell 

The next portion of our program grew out of a plan that I had originally hoped 
to do for this workshop. Those of you who have been with us for five long years know 
that when BARC started to give workshops, we didn't get big crowds. In fact, fifty 
people was a big crowd. That had a good side too, because we were able to do buzz 
sessions, discussions, and role playing, and really involve the audience. I find that 
now you're pretty much sitting out there and being lectured at, and I'm sorry about that. 
I wish there was some way to work that out. 

When I began to plan for this, as always, I said, "We probably won't get too 
many people, and so I thought we would try a little role playing. I had a suggestion 
of Georgia's who tells me it was originally Stefan Moses'. I went through the New York 
Times ' "100 Neediest Cases"— you know, that Christmas issue. For those of you who know 
the New York Times, this section is a fund raiser for charity. What I did, I went 
througr and I picked out six needy cases, and I thought, "Now, if those cases came in, 
or friends of those cases if those cases couldn't come in, would the library have the 
information and resources to direct them to helpful agencies?" I planned to have you 
all in groups, and pass this around, and ask you to think if you hould handle this kind 
of thing, what kinds of questions would you have to ask to get the -ight information to 
the patrons or their friends? What agencies do you know of in your community that you 
could think of off-hand? What resources could you think of in your community to look 
in? I really thought it was a good idea, but obviously, this just wouldn't work in a 
room this size with this many people. 

So, the next thing I planned to do was with the BARC staff. This is not a BARC 
skit. We really did role-play this the fiist time. Of course, we have now played it 
twice, so it will not exactly seem spontaneous. The first time we did it we simply 
took roles, and reacted, and found some things coming out about our own views (about 
our role views) about whether librarians should indeed get into this kind of thing, 
because in order to help people, sometimes you have to ask a lot of questions and get 
a lot of information. We found several things happened when we got into that kind of 
situation, and we revealed things about our own attitudes toward librarian ship. 

So what we did to kind of organize things — I would like to ask everybody— you 
know, also remember those questions I gave you this morning— as we go along, if you 
have any comments, or agree or disagree with this person, or if you feel there's some- 
thing you would have input in the situation, please share them with us. 

Basically, what we're going to do, the people who will be role playing with me-- 
and we'll have to just stand in front of you, because you couldn't see us if we sat 
down in a normal situation— Bonnie Thoreen and Sonia Cole, and they'll start off by 
being a patron and a librarian. Then, Bonnie Thoreen and Sonia, Roberto Esteves and 
myself will be librarians in a staff meeting. So we'll start with Bonnie and Sonia. 

* * * 

Ms. Cole - Can you help me please? 
Ms. Thoreen - Perhaps, perhaps. 

Ms. Cole - Well, my sister... Well, it's very difficult to explain. She's bedridden 
at this point. She's got an incurable disease, and she has three small children. Her 
husband is now working two jobs to pay .for their medical bills and everything. Well, 
the reason I came to the library was I thought maybe that there might be something here 
that would help me help her, because with these three little children, and she can't 
get out of bed any more, and her husband is so overworked. Is there anything that you 
can suggest for me to do? 
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Ms. Thoreen - Well, I... I me an, I don't know what to suggest. That kind of stuff doesn't 
something X ' "* U ' d ° eS She bel0n * t0 a church? her ch^ Ju?f do 

f^lfy* ' Wel1 ' not really * 1 tried t0 «° t0 th « Welfare Department, but they don't 
Ms. Thoreen - Yes. I was thinking about welfare, too. 

CTa— I S^'Jg*; 1 | USt couldn '5 *** *ny "suits when I went over there. They tried 
™*S 8 f X ?! dlfferent agencies, but I didn't understand where the agencies were. They 

rea?fy do^'t £5. " ^ 1 C ° Uld find SOn,e " ay t0 « et at thes *' 1 J»t 

M^Tipreen - I just really don't know either. I mean, I'd like to do something for you 

S7!Hn teaU rK d °2 , J,J n0W What t0 suggest * ^ onl y thl "* 1 could say is maybJ you' 
could send her to the Public Health Department or something like that. . • 

Ms. Cole - OK, well, I could try that. 

Ms. Thoreen - I mean, I'm really sorry, but I just don't know what to do. 

TforirF "ThJlk^u. 1 ^ ^ * difficult P roble *- 1 fuess I shouldn't have come to the 



* * » 

AT THE STAFF MEETING 



MS \° ' Donnel * 1 ^ss we've taken care of the problem of library security. Does 

anybody have anything else they want to bring up before we leave this meettng? 

^;^ 0 ff n .\ We "' 1 5 eel ^ally fe ad. This lady came into the library/and she was 
obviously disturbed. Her sister was sick, and she had three kids, and I don't know- I 

heT SS W0I t ing tW 2 j ° bS ' She wanted *° * n ow if we could give her'some 

a church gro^ ani. " t0 d °* S ° 1 Sent heT t0 ** lle Health ' 1 1 ****sted 

Mr. Esteves - I think you did the best thing possible. 

or nlt?^ 6 " " 1 fflean * hCre ShC WCnt ° Ut the d00r ' 1 don,t know if she « ot ^ he lp 

wh^ 0 ' 00 ""! 11 ' Wel J' ?f nnie ' what was h er need? I see the problem you've told me, but 

woman looking for? Was she looking for medical help, or child care, or 
employment possibilities, or what did she need? 

reall^°m^ e bu sinefs eSS ^ *" th ° SC thingS * 1 didn,t Teally aSk her * U wasi|,t 

Ms^CpJe - I think that's sort of true. I remember that day, and Bonnie was so busy at 
i2L S* the phones were ringing, and she didn't have a chance to really ask the 

if ^'re^^'tn^I? trained 1 t0 be social workers. You know, we need some training 
it we re going to help these people. * 

MsO^pon^ell . Well, don't you feel, Bonnie, that if you had asked her a few more questions, 
wlt^ouTgeUing too personal, or-.you know, not necessarily being a social worker, but 
at least help the woman to identify the need. We do have a community resource list, and 
ERJC ay Care that she n eeded, or Meals on Wheels... 
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Mr. Esteves - You mean the idiot file? I think it woul<l be very wrong to refer people 
using that thing. We never work on it. It's just sitting there. 

Ms. O'Donnell - Well, it seems that we'll never work on it if we don't use it. 

Ms. Thoreen - Well, I didn't really think of that. I somehow felt like it wasn't 
really up to me to do it. You know, like I was in the other department the other 
day,', and I heard somebody answeT the phone; and I guess somebody on the other end 
of the line wanted to know where they could get a vasectomy, and the librarian said, 
"Well, you don't call the library for that kind of thing." 

Ms. O'Donnell - Well, then you feel that you don't call the library for information 
on vasectomies. 

Ms. Thoreen - Well, I would have liked to help, but... 

Mr. Esteves - 1 feel that we should really try and build up our pamphlet collection. 

Ms. O'Donnell - Meanwhile, everybody in the family has died while you're building 
up your pamphlet collection. 

Ms - Cole - I really think it is our job to give out information, but maybe we need 
to work harder on learning how to find this other foam of information. I think we 
need some sort of in-service training, because I, myself, don't know where to begin. 

Mr. Esteves - We need so much in-service training for just what we're doing now. If 
we're going to start becoming lawyers, and medical specialists and social workers, 
we're really just trying to do too much. 

Ms. Thoreen - Well, the other thing is, if we start something like this, then we'll 
have to go through the thing with subject headings, and we won't be able to decide... 

Mr. Esteves - Well, that I can do. 

Ms. Thoreen - What I'm saying is, if we do a file, it has to be useful. 

Ms. O'Donnell - Well, isn't it a question of priorities? You seem to think it's not 
important enough to put the time in, unless, you know... 

Ms. Cole - Well, I think we have to decide and make a commitment. If we are going to do 
this, I think we have to do it very well so that we don't give people wrong information, 
or out-of-date information. I'd be willing to help set something up. Maybe we could 
divide the old information file up and see what areas ought to be worked on. 

Mr. Esteves - I think we'd be wasting an awful lot of time though, because those A-Z's 
change, and you get people moving, and— you know, you're never going to get the same 
type of help from the same people twice. 

Ms. O'Donnell - And therefore, because it's difficult, we shouldn't do it. 

Mr. Esteves - Right, I think we can do other things with our time. 

Ms. Thoreen - Well, it would take a lot of time. 

Ms. O'Donnell - Wejl, if we don't do it, who's going to do it? 
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Mr. Esteves - Well, you didn't have time with people calline and so on-.*!.*** •„ 

J^Va^e^tMne'aSr 18 T h » d * V» d ^ t*E*£ the? need? 
isn't daS^ 8 and * y0U kn0W ' 1 don * nind b6i "8 "levant; just as long J it 

xi&Sai ^ST^-— sit. 

^5pTeSldin 8 t l!p^* 0 ^i" t r ??}i y ^ °* *h«.1tem«tiv. method, of directing these 

as ephemeral nafeSl l*SSJ fw! ' I? 8 "? d ? ine sone collections as far 

pnaerai materai. 1 think that's probably the best way we can do this. 

ir^oWs'bmer "oTIc ii,i h i^"V h " ,ld try t0 find ravbe 8 P"totype of a file to 
come^p^ai^ ter> d ° SOne klnd of " search ^ «»«er. I think it's going to 

^ slart e fa,; be 31,16 t0 Work with S0BB of the ""hcboards. I would hate 

Ms. 6'DonneIl . Well, do we generally feel though, that we have the time to do thisT " 
Mr. Esteves - 1 don't think we're going to have time to do what you're really planning. 
Wv. thoregn - Maybe we could drop some of the other things that we do. 

I 
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Gordon McShean 

Can I say something now? One of the comments just at the end there about con- 
tacting the switchboards: ... I have very little hope for public libraries. I really think 
you're not going to do vefy; mu^ch; in a bij hurry. If you're stuck with a question like 
that, and you know your library is not going to be able to help somebody, for God's sake, 
refer somebody to your local switchboard. I've worked with switchboards. Some of our 
best referrals were from agencies that people thought should help them but didn't. 
For instance, a lot of oujr referrals were from the Telephone Company. We had notices up 
on the telephone operators' boards saying, "Look, if somebody calls, and they're heart- 
broken about something, give them our number, and we'll help them. So, remember your 
local switchboard if you can't help them. 

Comment 

" I don't know what your final decision would have been, but in one instance., your 
decision was to go out and establish a file, and I would question the decision. How 
do you get enough information to know that this is something that you really should 
change your priorities to do? 

Ms. O'Donnell 

I think maybe we didn't do that well enough. The point was that we all go through 
situations like that. It's just that she decided to share her experience, because she 
felt badly. I mean, she didn't really... I mean, Public Health might have been where 
the woman could have gotten some help. She didn't know that it wasn't the answer. 
She just didn't know it was the answer. 

Question 

Has anyone encountered any difficulty— for instance, if you didn't want to start 
from scratch, and you probably would call your local community switchboard and say, 
"Could we start out by Xeroxing your file?" Has any resistance been encountered? 

Ms. O'Donnell 

I don't know. Does anyone here from a switchboard vent to take that on? 
Comment 

Pm not from a switchboard, but one thing is that every county and state health 
and welfare department is required to have directory and resource file service. The 
quality of that varies a lot. Usually, something is done once a year. By the end of 
the year half of it is out of date, but, at least for San Mateo c8unt£, it's our best 
bot. Also, the switchboards dc hive filer. As far as getting the' files out of them, it 
varies a lot. Some are really friendly. They're just glad to share information. 
Others are really uptight about it. They don't want to share their information with 
anybody. 

Comment 

The San Jose Public Library has an information desk, and we do have a general 
information file, and we can refer people to all kinds of social and service agencies. 
We also work closely with the Information and Referral Center in San Jose. If I don't 
have the answer, I start calling until I find out. 

Ms. O'Donnell 

Yes, you do call out. That was something that we i^ant to bring out a lot more 
strongly, and I forgot it this time in our role playing; but we felt that if you didn't 
know the answer, at least— you know, in this case, if Bonnie had called Public Health 
and said, "Well, is this the place I should send this woman?"— you know, some of us felt 
that was an important thing for librarians to do; and your library does do that. 

Question 

Sice you do have a resource file, how do you get the librarians to use it? 
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Ms. 0' Donne 11 

Well, my comment, when I was making an outline this, the last sentence was, "with 
a good back-up file, each librarian will decide for herself how much help she will eive " 
♦Jr 1 ?* ,2 cynical answer, but I'm afraid that part of the problem with our situation was 
- Fllli ^ d }^ inVOlv ? d , & * ittle »° re i*-«epth interviewing than Bonnie was willing to do, 
because she would have asked the woman--»What are your major needs? Do 1 you have any money? 
Who*s taking care of the kids now?»~ar.d a lot of personal questions; and I feel that that's 
^v^f P ^ b if* J™ 1 * Vou ' Te «il^ng to give the service and look at the file «d check out 
^o personal S * * l0t m d ° n,t *° theSe kinds of ^^ons. TJie^re 

• .... # . , , ♦ . t ■ 

Question 

4?!w^ lu e th * ngS *? the book by Li P s corab that you mentioned earlier, which she bvings . 
out, is that there is a rivalry, or perhaps even a jealousy, and the fact that many of these 

responsibilities, t think this is something we should be aware of if we move in^hi* direction. 
Ms. O'Donnell 

w«„??ilJ!f ^ OUr !^ if We g0 ! out int0 the community and talked with some of these agencies, 
we would recognize these attitudes and be able to deal with them. It's very difficult if you' ie 
not ever talking to them to know whether they welcome you or want to fign^i$ £u7 I'm 
a little concerned that we don't get out and talk to them. * 4 

Comncnt 

w rt o W f™! !! ar J!? ? is : We just deve l°Pcd a directory in the Pasadena area, and we did a 
lSfeSL2^?S ! °?i ** encies ' We found th at there was a lot of willingness to give us 
5 3? w t*- C ° U i d IU ! *K 1,16 di'ectory, because the directory was a very limited kind 
lilSli ! ^ tt J* wonder what kind of cooperation we will get when we want to move into more 
expanded areas. I sense that we won't be quite as welcome. 

Gil McNamee 

libraries* knp t th ft e ad hen t ou™" ble - ^ ^ ^ SOcial WOrters: the >"™ 

Sue Critchfield 

««• ITS! ° n ? in ;? r esting thing that came out of that role playing thing is that obviously 
SLJ- the main things that is needed for your staff is that the patron never really asked the 

' I 0 ! SCe; af J d J S0 you,re sort of P uttin « ^e cart before the hqrse. Really, what the 
bedridden patron needed was some recreation reading material that you have, maybe. 1 mean. 

£ 2 B MhJL!TT r Came ° Ut * ^l 50 0 °viously, if you don't have any basic in-service training 
%Jl Ll ?Z'~ l J"% '/° U fflay have everything right there and not even know it, if you 
don't even bother to find out what the patron needs. 

Ms . 0' Donne 11 

•««^ Yeah, i thought that was one thing that we really wanted to stress, that too often, 
especially if it's sort of an embarrassing situation, we will be glad to dismiss them with 
quick answers, and we don't have to talk to them. w ? • 

Comment 

~ T'd like to get away from stressing this other agencies' jealousies, because I think, 
ln^T?ut?iL y o« ?et out and really talk to people who are working in these areas 
enough that they get to know you, then you can work with them. I had this experience in 
Vallejo where 1 thought there was really nothing left, but when I got out and started 
talking to some of these people, and I started getting their cooperation, you'd be sur- 
prised how^much added information you can gather once you've started working with some of 
cnase people. 

Comment 

The inter-agency stuff can be dealt with. You can go out and make friends with a 
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lot of different people, but it takes a lot of getting out of the library. 
Georgia Mulligan 

I wanted to point out earlier that it's really helpful to have examples, too. If 
you call up somebody and say you want to list them, if you can describe to them a 
typical situation, then they can even help you in telling how to s*v what their service 
is, and you're giving good reference. 

Ms. O'Donnell 

Obviously, again, you must talk to them so that you can get the information. 
Mr. McShean 

" On the inter-agency jealousies, I found that since we changed our emphasis from 
being librarian to other agencies, to the original switchboard concept of a volunteer, 
a person who is not a professional threatening the professional agency, we're getting a 
lot more cooperation; and it's a lot easier to talk to them and say, "Hie workers will 
be referring people to you, because they're only volunteers." 

Ms. O'Donnell 

Well,' of course, that works in your project, but in most of these, cases 'it's no* 
volunteers; it's librarians. 



Comment 

Also, it seemed to me in the role playing that the librarian didn't listen very 
carefully, because the patron did mention that some agencies had been suggested to her, 
but she didn't know where they were. Now, here was one area in which the librarian could 
have immediately picked up, asked for the name of the agencies, and provided that. 

Ms. O'Donnell 

7. ^ es * Bonnie's role was to be embarrassed and uninvolved. She's really a very eood 
librarian. * 

I have one question before we get onto our next speaker. Did any of you look at 
your questions? Anyone who happened to look at those questions, was the general feeling 
that back home you could have answered them all—with the help of reference books, of 
course? 

Commen t 

l*eggy» you might want to hear about one question we had at my library. Someone 
needed some help on child custody, and I immediately referred them to CRLA, and I found 
out later that CRLA would not touch child custody cases with a ten- foot pole, and there 
is no other resource to go to. 

Ms. O'Donnell 

That's interesting. In some communities there would be some kinds of alternatives 
available to you, like people who are working in a street lawyer type of situation who 
would help you out. All you can say is that in your community this might happen. So 
some of these questions I gave you, you may not have any answers for them in your com- 
munity. My feeling, when I read through that, and I read through it very quickly, was 
that there should be some kind of source in most libraries— you know, a directory, or an 
agency, or some place you could call, some feeling that you could get answers. Those are 
quite legitimate questions, and they're certainly very realistic questions. I don't 
know how you felt generally, those of you who had time to read it. I feel those are 
the kinds of things we should be able to answer, just as much as we should be able to 
help on a research or bibliographic search. Any comments? 

Question [Cannot be heard] 
Ms O'Donnell 

Well, this is Georgia's file. I don't know whether they can all be answered with 
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Georgia's jiti, but litfe a combination of the Social Directory, People's Yellow P ages, and 
£!L£L I °I h ^ hin g that are on your list, you could probably Hnd them all-ana* the 
telephone Book, and a knowledge about your community, reading your newspapers. 
m »v 4«L H a interesting experience when I was getting ready for this workshop, and I 

™ <« %k i 1Ure Kf. 8 r fe !T e librarian - 1 had someone else help me, though. Just 
looking in the phone book, I tried to get the emergency poison number. I know there's an 
emergency poison number, but I never found it. I mean, I could have been dead. I could 

h™l tl\ Itl h * °P erator » of c ? urse > I J** wanted to see if I could run to the phone 
book and find the emergency poison number, and I couldn't. 

.. »* ■* • . 

Comment • 

Just out of the first six here, I think we could answer at least adequately from your 
point of view at least four of those first six. Of course, a lot of them ^ legal aid 

Ms. 0' Donne 11 ••/•.<• . 

— — — — j v «' • 

be referrals**"* be r ^^ ftl? :; 1 ***** haft* answer them. They could 

w2 kay i'v W ! 1 ?* * 1 ^ yo " P 011461, that » 31111 you,u come wi th some Answers for 
™«*Zt 11 1** l Ju? Ur r0le P^ ayin 8 a&?ut the human problem. Certainly, Bonnie felt it- 
«r!S g J£ P l \ S "T"; but not "** tin 8 t0 «et too involved, or ask her too many questions. 
;K P !^° ha J ; 3,1(1 ?he certain^ didn't listen.* That^ brought out , and we all 
™k, • * *!°? n e wasn't listening* to what this ; woman was saying. Those are kind of 
two problems that we face, with , this kind of work. » 
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VOLUNTEERING ON A SWITCHBOARD 
Dodie King 

Peggy O'Donnell 

Switchboards have been an excellent example of the creative listeners, people 
who do listen to try and understand what the problem is, and also to try to advise 
or counsel and find the best source of help for these people who call in. So I 
wanted to get some switchboard people involved in this program, and I was very lucky 
to find someone who was a librarian as well as a switchboard volunteer, and that's 
Dodie King from the Redwood City Public Library. I asked her to comment on whether 
her library experience helped her on the switchboard, or whether the switchboard 
helped her in the library, or both. .Dodie. 

Ms. King 

I'm a volunteer for the Project Outreach Switchboard in Redwood City. We answer 
to 365-CARE. I've been working 4 months, one shift a week for 4 hours at night; and 
I guess the kind of shift yea work* will determine somewhat the kinds of questions 
you will get. 

We get all types of calls, and I've gotten most of the general types, except 
for drugs. ^1 haven't had anybody call and say he has just taken a handful of red 
pills, what's going to happen? But during our training session we role played this 
and learned the emergency procedures for trying to get information out of somebody 
while he's still on the phone. 

Our main type of call is loneliness. People are new in town and don't have any- 
one to go to, or they're lonely tor whatever reason, and they just want to talk. 
That kind of a call will usually run lor quite awhile, more than an hour, maybe 6; 
some of them run fairly long. 

Depression is another type of call we get. Some of them are chronically de- 
pressed. They've been depressed for years. A lot of times they're in therapy, and 
they're on a prescribed drug, and it keeps them low. Like Thorazine, it keeps them 
pretty unexcited, and it depresses their outlook, and it makes it pretty hard for 
them to do anything, and that makes them further depressed, so they call the switch- 
board . 

Fear: fear of going to a job, a panicky feeling— you know, a new job or a job 
you don't like; school problems; fear of being alone at' night— there's nobody around, 
and it's just closing in on you. 

General hassles between friends, family, parent and child, husband and wife, 
boyfriend and girlfriend, boss and employee— that sort of thing. 

Drugs include information as far as overdoses or symptoms. If I take too much 
of this drug, what's going to happen to me? We have a book at the switchboard that 
we don't have at the library. Some libraries have it — Physician's Desk Reference,— 
but we don't happen to have it at the library. The switchboard was the first place 
I've run into it. I know how to look up things better than anybody else because I 
know about indexes, but everybody else can find their way around OK. 

Suicide calls at the various levels from "I've got a gun here pointed at my 
head," to "I've been thinking about suicide for a long time," and all the levels in 
between. One of the main things on a suicide call is to first determine what level 
the person is at. If the person has only been thinking about it— he doesn't happen 
to have the gun or the pills right there, whatever— chances are he just needs some- 
body to talk to for awhile. I haven't had anybody with a gun at his head yet. I 
won't know how I'll react to that until it happens. 

I had one that was an imminent, 24-hour thing though, and it really shook me up. 
It was my first type of call like that. The person was talking about the fact that 
he had been thinking about this for months, had been thinking about nothing else. 
This had been his whole concentration for months. He was going to kill himself the 
next morning. I felt very helpless, because I couldn't get any emotional response 
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any emotional cutout nX JS^! far> " 8 when the P e °P la don 't have 

on Y . fcS t£t keep 'them so d^ed"hS P ^'t d r ^ ""5 T , ' t . reaCt ' " they '" 
There's nothing, and there's nothing ~£ ? f, f ! 8,1(1 there 8 no an « er > »» fear, 
ing, and there ? s no feeUne „ ^ £ J?' We " traine<1 " lis£en t0 '«•!- 

tU, I immediacy turnaround ^„ MS ? f iscoura 8ing call, and I felt very wor- 
were there/and laid onfall ™ ^L^f £alkad £o two <>«*•* switchboard volunteers who 
it. Well, Void go home ana T t f?Ll thM 1 dldn ' £ 8 ° h0ne "° rrled abou£ 

not co»*it suicide, but\nat £TL f£. t Jl 'i^w Apparen£ly **" perSOn dld 
of myself, because I f.lt n\= t i . . £ha£ ' 100 1 wasn't all that sure 

but all that person „anted"as to t£f la^Lf ' much " a£a « ?"» a "uman being; 
We are expanding toto Sxualitv I f 0 * 8000 " he was thinking about it, apparently. 

calls like, "I ? » pnLanT SrTrhSk t£ !° th *V" had be<m ' Me ' ve 8lways handlad 
my parents to know" T "? J ^ K ? r *« nan£ i h °» can I find out? 1 don't want 
I don't want abortion- or^T 1 ** portion," or "I'm pregnant, and 
are usually tte two kinds ofenh! P ^ 8nan£ ' an ° 1 doti £ toow wha£ 1 » a «." Those 
"Well, this is »n«e you can £ T 1 ?° ! . and £hen tbe teeUn * s bablad 

is run. Confidentiality L maintained Yo^d'^w " d th± i ±S ,l0V £he £es£ 
sound worried. You sound scared " ^1. r\t ' Tf. " "° rry about that - y ° u 
or whatever it is that^s on the^erson WnT T °" the 

symptoms'* 1^" r^g*.^^;.- K°S" ™ deri0 ? ' ,,Mhat *" 

some woAsZs W on h i 8eX "we^ S £ 8 MM tMnS for £ha awitchbcard. We've had 

drop-In center on tne .StTcS?? ln tr °°' San ** aa <=i«°. There's sort of a 

We've nan tnese peopL come e ^ C ^ I>US • there ' S 8 fairly ae » se * switchboard, 
yet, solt was hart for us to thS " hmat handled 3 whole lo£ •* that 

body's asked for this fci»" It ^ "P questions to ask, like, what do you do if some- 

typLal types of nutations' J^"^- B " £ £hey did talk about ° f their 

and Joh^^IS L %™ S y 8e£ the typical kinds of questions that Masters 

*ng t^elon^Soue £TZ: S T iC W ? neD> £hat S0 " of £bll «- 1 gues3 we^re hop- 
them a ty^e of counset^ Sr5^ "! ^ t7P * ° £ <,UeSti0n on the * boBe to aive 
the kinds of questions ttev l^.T d ^-trating how they can do it over the phone, 

do you feell 'Has tS. ever ^^TZy^Zfo^ ^ "* SUUati °" ™ ^ H °" 

much yo/caHo lor 1 ! 00 ! 3 ^!?? 113 ^ 1111 ' . thlS U klnd o£ a P rob1 ™- There isn't very 
Way House 11 Redwood^irv If ILJ^" S f £oholl « Anonymous, and there's a Half 

problem m*££?£ oe'in reaSt old ^ f 'J 8 ' y ° U kn ° W bas 8 drinkin S 
of times the case-it's Lrd It I, a ? ha Pe-very drunk, or sick, which is a lot 

talked about U, and this ls one of th/ f °u ""• The pe0ple on the a »"chboard 

don't know where to aavise oeopte tc ^?T< ^" X % Uy feel We8k ' We re8lly 

county hospital, but they have to tt I It"" 11 - They caa £ry 8oin « t0 £he 

to get them into a ward for treatment or ? 0 S r1oT/" d ""H" 

nh anma ^4^ T *. I treatnenc, or just to take care of them that night. 

calls and Ms fS TSe*^ ^ UgS 'J 8 ' 1 " 8S told to £el1 » e< "> la: ?f somebody 
, iriena s on the tloor — you know % out ciwk fnr ^.^^ * n 

rldot ztv Vrttl I7 y ° n ^ nOW, k8eP in COntact; but cel1 tha£ P*«m to be suS to get 
Also° I guess--I d^knrhrr 11 f"" 6 - P ° liC6 raay f °' loW or be with the^." 

is pumped and a drul f ounS i^ ^ &1 or u sta u tewlde a law this is-but if the stomach 
and U is admiL^M! 1 c ?tooach » the doc tor can turn that over as evidence, 

and it is admissable evidence. Sc the person may be facing a bust, which is kind of 
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a bad thing when he has other problems too. It sort of depends on the level of co- 
operation between the different agencies, like the police and the hospitals and the 
switchboards . 

We get a lot of miscellaneous and general information calls— people just asking, 
•What do you do?" A lot of times people will start out with, "I heard about you on 
the radio,' or, "I saw your card," or something like that— "I just wanted to know 
what you do." So we tell them, "We're here; if you've got problems, we'll talk to 
you about them, or give you some places to go if you need them, and just to talk to 
you. That s the part people won't believe. We sometimes have to say that a few 
times to convince them that even if they don't have anything special to talk about, 
or if they have what they consider sort of a small, dumb, kind of ridiculous problem, 
that s OK; they're not wasting our time. At the reference desk you get the same 
kind of thing with people saying, "This is really a dumb question, but..." A lot 
of times those are really the worst. .1 mean, they are really hard to find answers 
to. And sometimes they are dumb; but we try not to agree with them. 

I went into the switchboard with a lot of 'apprehension. I was really afraid I 
couldn t handle it. I didn't know. I had never handled a crisis situation, and I've 
never known anyone who was about to commit suicide when I was anywhere around them. 
In fact, anybody I knew who had thought about suicide, had fortunately thought about 
it when I was nowhere in the state, or years before I had known them, or long after 
I had seen them last. Gee, I never even had a friend drunk on me. I just had never 
faced a situation like that. I'd never done role playing. I'd answered reference 
questions, and that was about as close as I got. I've listened to my own friends 
and talked to ray family about problems, but it was hard during the training to initi- 
ally put myself in a position of doing role plays, and to figure out what a person 
was feeling, what he needed, what I could say that could help him. But after a few 
times it wasn't nearly as frightening. Naturally, it's like anything else. Once 
you get used to it, it's not so bad. That doesn't mean that when the phone rings I 
don t kind of tense up. If somebody starts out, "I'm going to commit suicide," part 
of me goes into a catatonic state, and the rest of me just goes, "Uh huh," and that 
lets them know that I'm listening, but I can still sort of back off and regain my 
bearings, and realize that I'm going to have to listen for certain feelings and try 
to draw them out, and realize that I'll probably wish I had done it differently later, 
wish I had asked this question instead of the one I did ask. But I don't feel that 
as much as I thought I would, because there isn't any kind of a formula to follow, 
which is comforting. 

The technique of listening is the thing that we were drilled on most and what the 
role plays were mostly for when we were training. The training was 4 or 6 weeks, for 
8 hours a week, two 4-hour sessions. We'd have a speaker; then we'd do role plays 
on different aspects of listening. Peggy called it creative listening. I've never 
heard that one, but it amounts to the same— creative listening, empathy training, 
listening skills You listen to what the person is feeling more than just to what 
he is saying. If somebody says, "It's really awful outside. I hate to go outside 
today because it's so bad," you can say, "Yeah, it really is awful out," or, if 
their voice gives enough away, you can say, "It sounds like you're really worried 
about it." That may be jumping to conclusions at that point, but that kind of thing — 
play on their feelings. Feed the feelings back to them— what you feel them saying, 
feed back, even if you use the same words. "I feel scared." "You sound scared." 
The thing is, the person isn't really listening to what you're saying. He picks up 
on the fact that you're listening to him when you say things like that. He will 
thick you're very perceptive, and he will begin pouring out more. He will think 
that you understand, and he will actually say, "How did you know that? How are you 
so perceptive?"— not realizing that he has been saying it all along, though maybe not 
in those words; and all you've done is just turned it around for him so that he can 
see that you understand what he is saying. 

^ People call just for intormation a lot of times— you know, at 12:00 at night, 
•Where can I crash?" Well, we're not a drop-in center, so we have the problem. of 
what to do with these people out on the street at night, if they can't get up to 
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San Mateo where there is a drop-in center. We do get some intormation calls, like on 
that sheet, "How do 1 get on welfare?" — that kind of thing. Or, "My husband f s an 
alcoholic, 19 or, fl I f m an alcoholic," or, 'tye're both alcoholics." That f s a very com- 
<non thing, and it usually recurs. A lot of these people become regulars, as we call 
them, like patrons. They call once, and then they call back. They call back a lot 
of times with the same problem. 

A number of the people are already under therapy. They go to therapy sessions 
any number of times a week, with groups, or they have private therapy. Sometimes a 
person is satisfied with his therapist, and sometimes he can f t stand his therapist. 
We can 9 t do too much about that, once a person is in therapy. He needs somebody to 
talk to in between times too. I find it kind of a sticky situation, in a way. If 
a person is under a therapist's care, I can't cure anything over the phone, that's 
for sure. All I can hope to do, if I can, is make him feel like it's been worth cal- 
ling. Somebody called* had a fear, the fear.. of being alone, and had been under ther- 
apy for some time. I can't remember if it was a year or 3 years. He had parents or 
family an' 1 had people he lived with, and had never told any of them of this fear of 
being alone at night. He called a complete stranger and happened to get me, because 
I answered, and he laid it all on me right away. Then he got up enough nerve to call 
his therapist, which is really what he wanted to do, and told her, and then called 
back. We had a terrific conversation about old movies that we liked, old horror mov- 
ies — had I seen Godzilla Meets Barabi? 

During training somebody will say, "You will find that you care, whatever your 
initial reaction is. Like I said, I go into this withdrawal state before I get my- 
self together sometimes, and it doesn't take very long after that that I really start 
caring about what heppens to this person. If he walked into the library, I really 
don't know if I could say I f d get that kind of feeling from him. There are so many 
different pressures. There are other people waiting at the reference desk, phone 
calls; there* s the whole thing of being businesslike. I think it maices it much harder. 
At least 1 haven* t been able to transfer any of what I do at the switchboard as a vol- 
unteer to handling a reference question — if l f xn under pressure. If I f m not under 
pressure, then it's easier. Sure, anybody who f s ever answered questions for the 
public feels that way. There are times when you just can hardly stand to look a per- 
son in the face and answer another question. At other times, when you really strike 
up a bond, and you really want to help that person, you really care what happens* 
Well, at the switchboard this happens more often. You really do care. 

Earlier this morning someone reported on training for information specialists 
where they worked for community service agencies at the library. A lot of them 
dropped out of the library service. I can see why. I felt somewhat the same. The 
library seems so much more superficial* At a switchboard you're not only working 
with other people's feelings, but you're working with your own. 

One of the first things you learn is that when you're listening to someone, 
make sure that you know how you're feeling yourself. You may be extremely uncomfort- 
able and not realize how it f s interfering with your call. So get in touch with your 
r*n feelings. Maybe your own feelings, whatever they are, interfere so much that 
„cu just can't help them; and you tell them. You know, "I really want to help you, 
but I just can f t help you; but So and So is here* anr I think he'll be able to help 
you. Would you like to talk to him?" Usually they ■ill. Sometimes they 1 11 specify 
that they don f t want to talk to a male or a female- they'll have sexual preferences — 
but there f s usually enough volunteers now that we cu take care of that. 

I had the fear of crisis calls when I started. As I mentioned before, I never 
had any experience with it. Role playing helped that somewhat, and then, of course, 
the first real calls that had to be handled immediately made a difference. 

There was one I had a forewarning on. When we were doing the sexuality train- 
. ing session, I didn't think there was mjjh that would upset me or cause a^y kind of 
uncomfortable reaction* I thought through all the things I could think of, all the 
different kinds of c*lls, which didn't turn out to be very many — I just wasn't very 
inventive. So the people who were helping us on this session, and the more experi- 
% enced volunteers were also in on these sessions — brought up some of the kinds of ques- 
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tions they had actually gotten, and I was amazed. One that really bothered me , and 
1 had to think ahout it for a long time, was, what do you do when somebody calls you 
up on the phone and is masturbating. You know, homosexuality doesn't bother me, and 
all these sexual acts don't bother me. That one bothered me, and I went home and 
thought about it. I thought about it for weeks. Not too long ago I got a ell. 
By this time I was prepared, and I was really glad that somebody months ago .hovtfit 
to bring this up, because— I don't know; I might aave hung up or given the call o 
someone else. I would have been extremely uncomfortable. As it was, it was treated 
like anything else. It turned out that he was uncomfortable and hung up. But that 
was a discovery of something in myself. I didn't realize that bothered me. 

Some people react tfcat way to homosexuality, particularly males; they'll admit 
it. During training session they'll say they haven't quite got that straightened out. 
Or alcoholics— there are people who don't like handling alcoholics. They don't even 
like to talk to them over the phone. That role play of the staff meeting here pointed 
that out. Your own feelings have a lot to do with how you handle a person in front 
of you. 

I personally get uncomfortable if someone asks me for business information. I 
flounder a lot. No matter how much time I spend, it just seams to pluck my mir.d right 
out, and I have to go through the learning process every time. As long as I can find 
a place to start, that's not so bad; but when I don't even know where to start, it's 
like learning to be a new reference librarian all over again. I'm uncomfortable with 
it, and I know I don't do as well with those questions as I do with a lot of otheiy. 
I would much rather have somebody come in and ask me any kind of crisis question, 1 
think— as long as it wasn't that his business was failing. 

As far as the kind of things that the library and the switchboard have in common 
or don't have in common: I haven't handled anything exciti:»g at tha library yet, but 
the sort of thing I came across in working with the switchboard, at least when I was 
at the library I knew how to get hold of it if I needed it. Now that Georgia's com- 
munity resource file is at our library (yesterday I read through it from start to 
finish), I can see now that the library has information that the switchboard volun- 
teers ought to know about, and I'm going to bring it to their attention, because 
there hasn't been any kind of work done between the two agencies. I guess I was kind 
of incognito for awh:\ I was masquerading as a student, or something like that, 
because most of the volunteers are students. Now that people know I'm a librarian, 
they still don't know what I do. They ask occasionally, or they tell me they have a 
book overdue. At least they toil ne that; they cio.i't tUnk I'm going to take jt away 
from them. I may make a pica to get it back if it's been 3 months, but I don't give 
them any trouble about it. But they still wouldn't think of coming to the library 
for the kinds of information available there. I'd like to sec that change. I think 
it should change. 

At the library I don't see how we can hanoic the 2 to A to 6-hour rap call, for 
whatever reason the person is calling, unless it's a freakish thing. If it's a sui- 
cide call, and you need to be on the line that long to somebody, I don't care who it: 
is or where you are when he calls, I think you hu--e an obligation to do what you can 
to stay on that call. If I was at the reference desk, I would get somubody else to 
take my place and continue the call if I could. Generally, you're not going to get 
too many calls of chronic depression at the library, or loneliness, or that sort of 
thing. You'll get calls that normally have some kind of answer at the other end, 
not making a decision like, "Should I break up with my boyfriend," or "Where can I 
go to get help for my alcoholic husband." This involves doing the listening thing, 
listening for feelings, plus that little reference interview of, "What kind of infor- 
mation do you really need?" How do you get that to a person without making it sound 
like you're checking off a form? It's a real temptation to fall into that. I have 
to fight that in myself anyway. I guess some people don't have that trouble. Sore- 
times people will call the switchboard to ask a question, and I catch myself slipping 
back into the librarian's role, and I almost answer, "Reference desk." 

I would like to see the day when somebody calls the library — and gets an answer 
to the question, "I have a pimple on ay belly button; I think it's VD; what do I do?" 
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Well, you tell him what the other symptoms could be, and in this case, it's not too 
likely; but never rule out the possibility. Tell them what the other symptoms are. 
Tell him to check it out. If he has anv symptom, he should see a doctor. If he is 
really worried, tell him how easy it i .> get a test, and how much better he'll feel 
after he has it. Also tell him a little lit about prevention. It doesn't hurt to 
throw that in, if you cart. 

After the caller has presented his pre Diem tc you, and has listened to you for 
awhile, he will reach his own decision. You don't decide it for him. He'll reach his 
own decision if you just sit there feeding back what he says. Some people have ex- 
tremely clear-minded views of what they want, but they won't know that. After about 

IL^+t Jt !i ° r ! Q J our » the y be *ia ^ realize that they've been consistent in 
what they ve said, and their decision is made for them. Those are beautiful, classic 
calls, and I love them, because they go just like the role plays were supposed to have 

™v e » o?f^ Say S °T thln8 ' t nd y ° U S£y * " You > feelin S this wa y>" or sound this 

55 y * * i T?i SOUn f pretty happy vhere y° u are now ? y° u <*on't want to change," or 
t 1^1**1 I T U r ! P ressured -" At the end, he'll say, "I know what I have to do; 
. ^ \ m l d !?i S f° n J 8 " J Thaaks a lot for hel P in S And you haven't told him 

! d f ' alrcad y tel1 vou - makes r,e feel terrific. I can go on 

wich those kinds of calls for a long time; They're very rewarding. 

When we were doing a sexuality workshop, I discovered something I didn't know 
about my own community. The question has never been asked at the library. It's an- 
other question that I hope is asked. It just happens to be a sexuality type of thing. 

1*5* ILtl l f £ m T 8ay P e °P le? " ,,whe re do I go to the gay bars?" "Where's 

the closest lesbian bar?" I discovered Redwood City has a lesbian bar. I wasn't tak- 
ing notes, but I know how to contact the person to get that information if I ever need 
it again. There are lots of things: "who's playing at Winterland this weekend?" 
There s a number you can call. Here in the city you're probably aware of this, but 

wJ°V! e Mth ! r d0Wn the P eninsu1 *, People aren't aware of where you can get that 
Kind of information. 

I hope that the library will take on-well, not just hope; I think it should, and 
I feel very strongly— that the library should take on more of this role, especially 
the referral and information, but also the crisis sort of thing. I think every per- 
son who answers a phone in the library, no matter what their status is, librarian or 
otherwise, should have some kind of training-it can be an hour's worth-on handling 
3 a t f, C f There are general things you do, and there are specific things you do, 
and I think you ought to know how to do it, because that panicky feeling can close off 
everything in your mind if you've never faced it before. Some ^f you may have had 
ruore of that crisis stuff hit you than I've actually had, but It makes a big differ- 
ence to at least have practiced what to think about, what to do, and how to do it. 
Keep your voice calm if the caller is excited. Keep it calm even if he's not excited, 
depending on the situation, find out what's happening. Find out who to call if there's 
a need for a doctor, or a hospital, or an ambulance right away. 

In our area it turns out that the fire department rescue unit is faster (and 
free) than an ambulance. So in our area the best thing to do, naturally, is call 
the fire department first. There is a resuscitator unit that's portable, and very 
highly trained people, and it's fre-.. Somebody's got to pay for that ambulance bill 
eventually. These are things that it helps you to know about ahead of time, because 
you're not going to think of them at the time. 

What things do you do, if there is anything to do, while you're waiting for the 
ambulance to come, if that's what you're waiting- for? If it's a suicide call, that's 
a different sort of thing. If it's an eminent suicide call, that's a very tense sort 
of thing, I think. I don t see how anybody could be blase about that, unless, of 
course, it s sort of a defense thing-you know, "My God, it's so awful; I'm hanging 
up. But most people, I think, are going to feel somewhat involved, and have to 
handle it and diffuse that person, at least for the time being, and maybe then be 
able to refer the person somewhere for help. One of the things that we do have in 
our file is where people can go for counseling, anywhere from the county mental health 
people to a rather unstructured organization in Redwood City where you can just walk 
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inland get counseling. Stucteats do the counseling, but an awful lot of people use it. 
It's free; there's no big hassle; it's a fairly congenial atmosphere. 

One thing that we do s lot more at the switchboard than at the library is to ask 
them to call back. Sometimes I feel like a split personality. I remember to do that 
at the switchboard, but I hardly ever remember to do that at the library. I don't 
know if it's that I'm trying to get away from it there, or if it just hasn't been 
part of ray habit; but that's ;r. important thing any timr you give referrals. I'm 
sure anybody would agree that it's important, but doing it is something else. It's 
getting used to it; it's a habit. At the switchboard you're more involved, I think, 
and so you do care. You say, "I hope this helps, and I hope you'll call back to let 
us know. At the library there's usually another call waiting, or there's 3 unfin- 
ished questions, and it's sometimes hard to think of. 

in ™° ne °* th ° VCry firSt que3tions 1 Sot when I started at the switchboard was about 
10:00 at night. The phone rang, and .somebody asked me how to spell a word. I felt 
really strange for a minute, trying to figure out where I was. Then I almost referred 
them to the Berkeley After Hours reference service, of all things, from Redwood City. 
There was no dictionary around, and a librarian without a dictionary trying to spell 
a word— this was serious. But I did the best I could, and the person seemed absolutely 
satisfied. She told me who she was, and it turned out that she had been one of our 
regular callers before I had become a switchboard member. She had been a constant 
caller for, I guess, about 6 months. She had had a whoie lot of things happen in 
her life that were very hard for her to handle. One of the things she relied on was 
the switchboard. There were times when, I guess, she was very down, very worried, 
very unsure of what she could do, much less what she ought to do. When I talked to 
her, I got the reward end of it, I guess. All these other people had helped her, 
ana I got all the good stuff. She was telling me how good everything was going for 
her, how she had gotten a job, was able to support her kids, how she had made an 
adjustment. The fact that her husband had walked out on her— you know, she was be- 
ginning to understand that he had his own problems, and she couldn't understand them, 
and he didn't want her to, apparently. But she had made this adjustment after a time. 
She sounded terrific; she was happy; it was obvious from her call. I felt terrific 
after I finished talking to her. in that case, I just answered her question, which 
was, "How do I spell this wsrd?" 

n That's the type of thing that people often use, just like they do in libraries— 
Where are the books on birds?" Well, they want to know about a specific disease of 

a parakeet. That happens at switchboards— "Where can I find information on...", or, 
I ve got this problem," ar,d there will be this big gap of time. It will take a long 

time before it comes out th.it they think they have VD, and they want to know how to 

get it treated. 

I look forward to the day when people will not only think about calling the li- 
brary, but do call, and ask them the same kind.: of questions in reverse. In other 
words, she asked me & library type question. I'll be glad when somebody calls the 
library and asks a switchboard type question, and he gets the kind of answer he 
deserves to get. Any questions? 

Question from audience. 

How many phones do you nave, and about how many volunteers at a time? 

Ms. King 

Almost every shift, which are 4 hours, except the overnight which is an 8-hour 
shift, has at least two volunteers. There are usually more people in the place than 
that. There are 3 telephones and 3 lines, and the phones have extra long cords. It's 
a very funky place; it's not rt ?11 like the library— second-hand furniture, orange 
and white paint, and it's usually a considerable mess— coffee cups, ashtrays, and that 
sort of thing. We're always cleaning up. Physically you can get two of the phones 
completely closed off, and the third one you can take into a corner, if there are 3 
calls and you need that much privacy. I think there are 50 volunteers, and there's 
a new training group starting tnnight. 
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Question 

bodv ^^ t0 C TT °? ^ relativa anonymity or facelessness that some- 

body calling into the switchboard has, regardless of whether they give you their name 
oryou give them your name? Doesn't this have some hearing on howopen^nd f ree they 

Ms. King 

™ c *. S ° me Pe ? Pl ? W ° U ^ d feel more comf °rtable, I think, face to face; but for 

Xtever 1^^^ iS ?T aS they Can get to at that moment, 

Sine v or * \< * T? botheri °S them. For some of them it's a long-term 
W?«; Z fv 8 ; ! a11 thSy Can d0 is telephone. It makes it much easier than 
having to walk in and face somebody and look them in the eye. Some people feel the 
other way around. There are cases when you'll get a call where yZ San? to be able 

in* But VSilTT °l h ? t0 be able - t0 l00k at you ' ca * ba 1»»t2i: 

ing. But I think, in the long run, the anonymity of the telephone is a plus factor. 

Question 

see vou f!^ n V ny CU J ttt 5 al differences, for instance, between those who want to 
see you face to face and those who want to remain anonymous? 

Ms. King 

th. nLr al w d ° n,t ? n ° W ab ° Ut that ' Some times it's hard to tell the culture over 
prettt ZlrA tl ITl V Y ° U C ?\° X sometimes the "lUr says. In general, it's 
? J I ha f* to tal1 ' 1 sus P e " that ™st of our callers are white, middle-class 

hill t\v^ t 3r \ the type ° f pe ° ple that live in the area *°* the most part. We 
l*h MS !l about having somebody who could handle Spanish, but wc don't get the Span- 

8 : S ° ^ th±S haSn,t ha PP aned ' Nobody really knows how to 
speak Spanish well enough even to refer. 

Question 

on , 1 * kind of ^rested in the training, especially the type of training that you 
in your wo C rk?° U * d ° y0U feel that type ° f " ainins has ***** ^ 

Ms. Kin g 

o+^+Ia* 1 d °l aad ? n6Ver really thou S ht a bout it, I guess, until yesterday when I 
tltl W ???V l0 J f° Ut t0day ' 1 Started thinkin « how helpful it might: be to 
tZtrt™* * u twining similar, maybe not as intensive or anything like that, but 
something for the staff in the library. I think it would be useful. 

Question 

Could you talk more about what the training consisted of? Did you actually pick 
up the phone and practice that way? 

Ms. King 

and h«!; ?J?l' % Ph ° ne ! " PlCk UP ' In S ener al. the large group would meet 

and hear a speaker. The speaker would be on a different topic each week. The first 
one was just on listening skills. We had one on depression; it was very depressing. 
clZtt ° n S U icide ' one on crisis ^om the Crisis Intervention Center in San Mateo 
SvEf;^? ,° n d ! U8 !\ 1 <m * 1 ? n sexualit y> and I think that was all that we had then. 
^Ihttll ITlt d - 3 littla bit ' The ? ™M ^eak for an hour or so; there would 
to I SITS: Ll f ? approximately 2 hours we divided up into small groups of 4 
SLn f!l ) I trainers, rhese are volunteers who had been working on the phones. 

2wlf t T ° r S ° wawo " ld do ro2c P la y^8 on the situation we covered that night, 

fZ7l<Z S emPathy ^ d ° f thing ' 11 il was dru 8 8 thac night, we did as many 
drug situations as we could think of, and we'd rate each other. It could be brutal, 
but it wasn t. You talk about how you think you did, how you think the other person 
did, how you as an observer think you both did. You evaluate as you go along, so 
you're constantly getting feedback all the time. 
O 42 
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Question 

Do the volunteers meet together to discuss the problems they've had and how they 
can help each other? 

Ms. Ki ng 

There are weekly meetings, and there are usually things brought up at that time, 
a call that somebody's had trouble with, and how could I handle this, a regular caller 
that you area t sure how to handle, giving you problems or making threats— that does 
happen; we ve had threats of physical violence— and how to deal with this. I guess 
it s like anything. There's only a core group that comes to the meetings, but there 
is a chance to talk about it during the meetings. 

Question 

Are you on the phone most of each of your shifts? 
Ms. King 

It varies a lot. During December there was a very slow period, and we didn't 
get very many calls. During January we got all kinds of calls. I'd say at least 
half ^ the time, at least two hours are solid phone calls, even on a fairly quiet night. 
That s with another volunteer there too, so we get maybe 4 hours of phone calls. 

Question 

Is there much of a drop-out rate with the people that volunteer to do this dur- 
ing the training session? 

Ms. King 

I don't think so— oh, during the training session? Well, not too high a drop-out 
rate, no. They haven't had any screening procedures until this group that's just 
starting where they interview the people beforehand. A lot of places , especially a 
place like Suicide Prevention does very heavy screening prior to it, and the switch- 
board didn t. But even with it, I don't know the percentage of the drop-out rate, 
but it's not very high. 

Question 

Have you had any kind of rumor crisis? 
Ms. King 

I don't think so, not yet. It has only been in operation a little over a year, 
and only 8 or 9 months for 24 hours a day. I don't think during that time they've 
bad that sort of thing. 1 never thought about that before. That's the sort of thing 
we should be prepared for, if it happens. 

Question 

^ You mentioned suicide prevention, and you also mentioned handling drug crises. 
It s been my experience on the general switchboard that you can't possibly give all 
the volunteers enough training in suicide handling and in drugs and keep them informed 
xn all the other areas, and expect them to be competent in all these areas. Do you 
have the capacity to switch over to suicide prevention in the middle of a call, as 
our switchboard did? Does your switchboard have the capability of setting up confer- 
ence calls if needed? 

Ms. King 

I ^ think technically we can't. I know that in tracing calls, it takes so long, 
and it a^such a hard thing, but it very seldom happens. The conference calls— I don't 
think we've ever had that happen. We've had the situation where you put someone on 
hold while you dial someone else, and that back and forth sort of thing, but I don't 
think we've ever set up a conference cal. 1 . 

Ms. O'Donnel l 

I want to thank you very much, Dodie. This has been just great. 
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Regina Minudri 

Peggy 0' Donne 11 

When I was preparing for this workshop, and the word got out what it was going to 
he on, I heard from members of the Bay Area SRRT that they were in the process of doing 
a survey, and many of you know Bay Area SRRT surveys. This particular survey was an 
evaluation of library service in the sense that we talk a lot about our services; and 
we have a lot of inspirational ideas, but actually, how good is it? So they designed 
and put into effect a survey of library effectiveness in answering all kinds Of ques- 
tions. This afternoon we have Regina Minudri with us, and she's going to report on 
that survey. 

Ms. Minudri 

Well, happy love day. SRRT is a group of people, as you all know, and some of 
them happen to be librarians. Some of them are library school students. As Peggy said, 
we wanted to find out, in other words, where it's at. This is a non- judgmental, not 
telling who does what, type of thing. Nobody's trying to give a report card on any 
particular library. Nobody's making any value judgments on the library»s competence 
or lack of such. We really wore concerned with our strengths and weaknesses, and 
whether our mouths were saying— or, let's sec, whether our hands were doing—what 
we said we did. 

Anyway, what we really did, and this is a collective thing as most SRRT things 
are, and I don't wait to take credit for it; I wouldn't want to take the blame, and 
I don't want to take anybody else's credit; it's a collective thin?, and we decided 
what we would do would be to get fifteen people to ask questions of the ten large 
public libraries in the metropolitan Bay Area. We wanted to find out from these 15 
questions the kinds of answers that people got, and what I'm going to talk to you 
today about is really preliminary. Th*? questions were asked during the last weeks of 
January. Now, you can imagino, */ith ten libraries responding to fifteen questions, 
that we have a tremendous amount of information to distill; and in order to make this 
meaningful, we have to assign something to it. 

Mk.^?^ 7 J^3tions, which I 'm going to read to you later- the surveyors were 
S I V u ? at ° ! ns ansvers » like: w as your question satisfactorily answered? 
^tdriL^I* 2 S a diT ! Ct r ! ferral to ™ a g en <* °* a group? Was it a referral to a 
switchboard? Were you referred to another library? Was there some other kind of refer- 

I Ho 2 many times wer * you transferred within that library before you zot an 

%1™ T L lhix ? s . ^ as your 3«estion treated with courtesy end concern? Fourth: Were you 
given too mucn information? Did the library tell you more about whatever it was than you 

von « 5° JT ? Fift L i: ,o Did the librar *an ask you to phone her or him back if 

you didn't find what you needed? That's kind of a sore point. Sixth: Was there a direc- 
tory or resource in the community that could have answered your question? Seventh: 
Follow-up-did the groirp or agencv the library referred ycu to still exist, and cculd 
it answer your question? In other words, did you find out what you really wanted? 
1<h " l**? S I? "? * hftt in m a«y Places I have worked, rather than having people call the 
library back, the library prefers to call them back with an answer; but for obvious 
reasons in this kind of suv sy, w* were roosting that we call back. I'm sure you can 
understand why. 

Alright, here are the questions. Where car. I get abortion counselling? Where are 
there alternative schools to sond my daughter? I'm having trouble with ray landlord; 
HI 2*1? a * y if T rlght ^f* in town? 1 *ant to join a gay women's group; are there 

? i I Y ant ~ t0 j0in a T ock b * nd ; how can 1 fed out which gwupTneed 
drummers? i need help ror an erc-prisoner, or a prisoner's family. Are there any child 

^%Mc TliV* n L C fm y °2 SUS8 ? 5t a drug c° un sel lin S group for my daughter? Do you 
own this X-rated book? VD information? Where can I get information on vasectomies? I'm 

^!^ ^e ^ a, TKi n ,^^ 0Cal t. C0,ri ' any, ? nd We want t0 start a union > who «n help me get organ- 
JJSE *l . • 5S! Ce b f yeo ? Stl11 on ' and what kind of ^ttuce? Are there any gardening 
tit* J* \ tom \ (T ? at ,' * y * h \ way ' was the question.) Are there any clasfes in 

Spanish for natural childbirth training? *« 
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h,„ ^! 0 ?:* TOany .° f the ? e < » uestions » 1 ^ink, could be answered from many different sources- 

orar^s Sm^*™*™^* ^ ° f reSp ° nse the P e °P le calling^ fcTttTu! ' 
iSSUJI i'i ?' °5 the wnole ' the res P° n se from the librarians was positive, and the 
l«v^l}TK rea ly S ?° Wed Concern and wanted t0 th « questions. However, therTwere 

^SSt taS 1 ^ ^.I^n^ bad< We Said at ?wch > if the ^itX^rylur 
things ' 1 dTaWing ° ur conclusi ons, but here are some of the kinds of 

0 :'^^ kto ? S ,.?f v ^^ s were consistently and courteously answered by everybody. 
«*. * . 1 ru i*-r«i?% Example, VD. Quick facts everybody knew. They 

TiitLtt Y0U ri ^. awa y where to go and who to see; but abortion coLiseuSrias cSL ^ 

"You c^ y t g irt^t fr - % dly V* U ^ hCl ? £ul reSponse ' with two out of ten libraKa^Sg, 
You can't get that information in the library." The vasectomy question got good response 
but our control question, the gardening clubs, gave a good many of the libraries a IT 
siderable amount of trouble, which is. rather interesting. "Varies * *on- 

the studentfSiH 0 ^^ vi ? w K of u the ^sponse of those conducting the survey, we found that 
the students did a better job than the librarians did in reporting their suivevs We 
rea ly found that the response was so varied from many of ^SSirS t£TS # «^. 
tations of the people who did the survey didn't always conform to the results AsT^id 

first time* 5 !£c? f i?!! e questions «^«iwd a second call. They couldn't be answered the 

£a!w nett ^t ha rSTn? ll6 S -T He ^ ily ° n thC Pole's Yellow Pages, which is 
reaiiy neat. It has a lot of good information, especially for these kinds of Questions 

XET-^T WCre S ° m f l0Cal P ublica *ions, whicheven the largest puMic lib?a^-2S* 
tl tLl l^l\T °? ly J he large public lib ^ies in the Bay Area.-should be^tting, 
but the^ don't obviously, because they were unable to answer the questions I think one «f 

loZ K on SffcT ads' Tt 6 ^ ^ band ' ^ ° bvi0 - "sponse^olhir ° f 

has I ffi ! J £* d ' bUt there are a lot of thin « s available. Radio station KOME 
- thT?m^ b - been out of this long enough 

™ ♦t./f.™ Sald ' ?5? is really a Preliminary report. TTiere are some people here Mho worked 
wUnout Ztii„^ I B SUTe / hey "° uld not mind at a " any qSestions ihVS 

Question 

STX^b^rJan^L 3 ESerS 2T * ™ ~ ^ thlS « the ~ 

Ms. Minudri 

How would a patron judge the library? 

Comment 

hr»T.^? a Jl! Wbat T We haVe t0 , be careful about ' nat makin « a bl *nket statement about li- ' 
branes, because I can sec oh' any library staff the whole range of answering types. 

Ms. Minudri 

or oinnfr 8 ^™ 61 '*^/ 3 ^' we requested that the surveyors not call the library during lunch 
£ lu S l that they call the libraries at hours which would be peak staffing times 
,V c " e ' h ° U i d b f trai ^ d P ersonne l on the desk. What we were trying to do 5as to 
put ourselves in the place of the patron, to find out how the patron would feel 1 know how 
feel sometimes in dealing with other public agencies, trying^o fin^me^. 

were re°fe^ Wh ° WaS W ° rkin * °* the su ™* on h °" -* ^imes they . 

Conancnt 

to sav^nfih^ abor * ion K ^ e ! ti o n . and I got some of the nastiest answers around. I want 
tL nhoSe \~:*t~:l 0B, f.; ibr f rie s have got the information, and often the people.,who answer 
the phone aren't the librarians, and they'll say, "I don't know what department to giveyou 
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to , and hang up. Or, "You can't get that kind of information in the library." Well, 
you can, but if you've got a non-professional answering the phone, be sure they know what 
you've got, or who to connect them with. 

Ms. Minudri 

Again, the vital bit about how to answer the telephone. Let's see, some of the 
students I see in the back. What questions did you guys have? Which one did you 
have— the prison one? How did you do on that? 

Comment [Cannot be heard.] 

Ms. Minudri 

Again the expectations didn't conform to what you thought. 

Probably to say that this is an evaluation of information or referral services is 
really not quite accurate. It's only a partial survey of only a few libraries and only 
a few questions; but I think it can give us an indication of where strengths can be. 
One of the first things that seemed to me quite obvious was how people do take care of 
the phone, and how people feel about phone questions, and whether they're considered 
important or not. Some libraries don't regard the person on the phone as important 
M J* e "P5 rson fa ? ? t0 face - There's a lot of discussion about that in lots of places. 

One of the things I th;nk that really was important that came out was that practic- 
ally no library seemod concerned as to whether or not the person got the correct infor- 
mation. As Dodie said earlier, they didn't say-or did anyone? Now, maybe I'm making 
a blanket statement here. Did anyone doing the survey find that when they were given an 
agency to call, the librarian requested them to call back if they did not get what they 
wanted? Nancy, did you find that? 

Nancy 

One library. 

Ms. Minudri 

Good; anybody else? One of these lovely generalizations was just shot down, but it 
really is important that we seem to care whether or not the question is answered. I 
den t think I did this when I did reference. Maybe this is something we need to remem- 
ber. 



Question 

What about referrals to other agencies? Were they up to date and accurate? 
Ms. Minudri 

How were they, Sue? Have you tabulated that part yet? 
Sue Critchfield 

I'd say there was a bigger percentage of referrals than there should have been. 
Possibly about 1/3 of the referrals that they gave generally in libraries, either it 
was a wrong referral in that, indeed, they didn't have this information, or the place 
was disconnected a year ago, or it moved to another town, and a good many of them 
weren t around any longer. The important point about phoning back is that some other 
patron may bo asking the sar.e questions, and there's no point in referring to the same 
place over and over again if it went out of business five years ago. 

Ms. Minudri 

Yes, and how are we going to find out before giving out the wrong information if 
somebody doesn't tell us? This is kind of important. Is there anything else anybody 
wants to say? Sue, do you want to s-»y a little bit more, since you're compiling this? 
You have all the sheets. Hew thick is your pile of information? 

Sue Critchfield 

Well, I just thought it was an interesting survey. I think all of the SRRT people 
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thought a lot about libraries being information centers, and we were interested as to just 
how public libraries, particularly larger public libraries in the Bay Area, stood in terms of 
being partially information centers already. One of the interesting things that I found that 
came out of it, being a reference librarian at BARC myself— it was like the role-playing that 
was done earlier. Some of the questions handled might have been answered if the reference 
technique were better on the phone. For example, the gardening club, which I thought was a 
perfect little control quesiton, was really interesting. In several cases, the librarian 
would get off the phone and be off the phone for a lengthy period of time trying to find the 
information, then come back and give the patron the name of a fuchsia society. Then the librar- 
ian phoning would say, ••Well, gee; I don't really like fuchsias; let me have a little broader 
organization." But in reference technique, the librarian should have said,"What kind of 
gardening are you interested in? Do you dig fuchsias, or begonias, or organic gardening?" A 
lot of that came through, that indeed, there might have been answers if the person— and this 
nas nothing to do with being an information center per se, just in being a good reference 
interviewer. I think that was an interesting point. 

Ms. Minudri 

~ 'P° 3™ have anything yet on how many times people were referred around within the library, 
like how many departments you had to be referred to? I know one of the girls had to be 
referred to four different departments before they finally got one that said, "Well, you'd 
better call another library." 

Ms. Critchfield 

Well, something interesting came out of it. Most of the libraries around do have sub- 
ject departments, and so I was interested as to how many times— particularly embarrassing 
questions, like vasectomies, abortion, VD— how many times you had to ask it before you fin- 
ally gave up. Most of the time there wasn't that much transferring around. I tend to have 
a feeling that sometimes you get a younger person on a general reference type of desk that 
wouldn t dream of transferring that question to the old goat in the sociology department, 
and will try to answer it. But a lot of the returns I got on the survey had the distinct 
imprjssion that the person was going to transfer them, but then said, "Wait a minute; maybe 
I d better answer the question myself, because you may not get the kind of treatment you 
deserve. They felt that they were younger and would rather answer it themself instead of 
transferring, although it probably technically should be transferred. That was kind of 
interesting. 

The last thing I wanted to say that came out was that it was kind of hard to do this kind 
of survey, because we're all into libraries, and most of us, except for the students, are 
trained to be librarians and do the reference bit, that it was very hard to put yourself 
into the place of a very timid, or confused, or a problem person in the coiranunity, calling 
the library maybe for the first time. So a good many of the librarians tended to be a little 
more pushy than I think a lot of the public would be. They couldn't believe that the library 
didn t have the information, so they'd say, "Are you sure you don't have anything? So it 
was a sympathetic sort of thing, and everybody was sort of rooting for the librarian. 

Question 

~ Regina, we've been sitting here, and we decided that we're one of the libraries, and we 
feel' we have about twenty hours reference time invested in this project. So is there any 
way that the libraries that weie selected could get a private session? I'm really serious. 
I do feel we have time invested in this. We treated it as a legitimate question, and in a 
way, at a busy time of the year, you sort of begrudge those twenty hours— you know, in a 
very small way. I think it's a very good survey, but I hate to see us not be able to get 
something back. * 

Ms. Minudri •' 

In other words, you'd like a confidential report. I think it's something that the 
committee needs to consider very seriously. We didn't want to name any names, because we 
didn't feel it was proper to, at this point, cite anything; but I don't see why an indivi- 
dual library can't get the information. 

o 48 *tn 

ERIC °° 



BEST COPY AVAILABLE 

Ms. 0' Donne 11 

I just wanted to say something, because what you say, really, I think this is just 
a learning process, and I don't know that twenty hours invested is a bad thing. In 
BARC we have a particular situation with the Bay Area Reference Center listing in the 
San Francisco phone book. Everybody thinks we're jthe General Reference Department. This 
has been going on for several years, and when we first got those calls they were for 
General Reference. I mean, any information call was for General Reference, and every- 
body just quickly said, "Hold on, and we'll transfer you to General Reference." Now our 
entire staff, which is half professional and half non-professional in the upstairs 
office, is very attuned to this, and we hope we transfer them to the right place. We 
just don't write them off to General Reference. We feel that they've got us, \ and the 
patrons don't understand that it's an administrative office, but we had to learn that. 
Our first thing was, "Well, it's not our question; it's not our business; we'll trans- 
fer it to General Reference." But I think sometimes when you become aware of how you 
sound--you know, there was a rush time, and you didn't have time to do it, so you just 
get rid of it. Everybody has invested a lot of time on one case where I think somebody 
actually went downstairs and did the question, but that's extraordinary. I think it's 
important that this comes out. 

Comment 

Something that I've been concerned about down in my system is when you call a library, 
particularly if you have direct dial, how many times does the user not really know which 
direct number to call, and as a result, really have to be switched around? I wonder 
whether the data that you collected might indicate that a central telephone number for 
the whole library with somebody there who knows exactly where to switch the call would 
be beneficial? 

Ms. Minudri 

I think so. I think having a good switchboard that knows where to direct things is 
extremely important, because people did find that they were shifted around, and some- 
times they didn't know where they ended up. 

Mr. McNamee 

This is sort of on the subject, I think. Does SRRT have any plans to do any person- 
to-person calling on libraries and asking these questions? The reason I ask this is 
because for a long while, I've operated under the theory that the person using the phone 
asking a reference question got better service than if you came to the library, because 
the person on the phone got the reference librarian to look up in the Reader's Guide, 
etc., but if you came in in person, they'd say, "There's the Reader's Gu idebook at"~it." 
I m wondering-I don't know if this has anything to do with it. I don't know who you 
would pick to ask the question- -your mother, or. . . 

Ms. Minudri 

As a matter of fact, there was somebody's mother who did the calling in one instance. 
That could be worth exploring, too. I'm trying to get a little feedback in how our 
attitudes are. I think it's important, too, to realize whether you as an individual 
answering the question are putting some sort of value judgment on the question as the 
question is asked. We do it all the time, especially like with the abortion one that 
came up. It's the difference between being involved and making a judgment, and you can 
do both. 



Question [Cannot be heard] 
Ms. Minudri 

I don't know what I'd do. What would you do? I'd go catatonic. I've handled some 
crisis calls in libraries, but not life or death types of things. 
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TwT^fL^i ! hat ^t iS thin8 when 1 was thinking about what I was going to say today 
Vill i. ¥ \ d that I . think evex y° ne ^o answer* the phone in' a library should be able io 
PJ"?' S ?? e start f n 8 P° int *<>* questions like that, because you just cannot trans feJ 
that kind of call, especially if if s an imninent thing like that. Tddn't kSS whatT^id 
have done before, but what I would do now is slip into my training, trJ ? ?o «akrcon?acI S2 
the person and see if I could get in touch with ?hat person™* "fna^ JecaSe Pvi f hL* 

naTaSne * **' 1 W ° Uld Pr ° baMy have ^ ickU ' 1 ^ ^ ? ™* 

Ms. 0' Donne 11 

~~TtHnK-you know it might not be a suicide question; But libraries dp get Crisis 
tei^fW^'^V kn ° W 'v ^?i ld , ha8 taken P° ison ' n ™ d that kind of thing;' and Tt ti l 
^iTf^Lf?! lin8, Y0U ^ ind ° f don,t kno * what t0 do « 1 think what you saia--you know 
Itll al possible 6 " 5 ^ r ^ t0 haVe SOme kind of P"Paredness so we can handle 

CoBgent 

b« iltZ ^:.TcL de „ffoJ right on " phone 0,1 the handle - u "«'t'iwid. 

Question 

nrt « IS:» X i ,mi w ? nde ! ing; on y° ur set of questions, in some of the questions v OU ,.re either 
Jou"co^d«r Z S lay -M?V° re lib ' ral s W a thies of the person answering the phL Wd 

h!m» th^ possibility that you may have gotten a different response if your questions 
had been, say, "Where is the National Rifle Association meeting in myneighborhood?" 

Ms. Minudri 

kind Ks^that^ tltl^lT. *° d ° W8S t0 °" the «" » ber " 

Question 

that lulJ™ uT* a l0t ° f young librarians working at the desk, you assume, and you think 
W.tL^y prelu^.^ 111 ^ ^ ° f 1 «™> { 

Ms. Minudri 

Yes, we all do. That's >why it's important to be non- judgmental. 
Gordon McShean 1 

^J^t wanted to put in a little bit about that suicide question, about the suicide 
thi?VfTno~ In ^° Ur ^ aining in Suicide P^ntion, the first thing you are to 
UIa £.5i ^ US f d te l 1S you thcv ' re g° in K to shoot themself, they actually hesi- 
tated before shooting themself. They made the call. Therefore, they are asking for help 

Sn?vouTf?™ T at 1CaSt a COUple ° f seconds in which vou may intervene before 
ting your fingers to your ears. K 

Ms. Minudri 

this into l£t ^L l l a P relimi nary report, and it's going to take some time to get 
this into shape, because there's a tremendous amount of information; but We felt that it 
tied in so beautifully with today's subject that we thought you would be interesteo In it. 

Question 

What about the availability of the printed report? 
Ms. Minudri 

when it"'readJ/ CPOrtS "* USUaUy available from SRRT, and Vm sure it will be announced 
£ " BARC N ° teS ° r " Are thCre anv other ^stions? If 
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John Calkins and Liz Schonberg 

Mr. Calkins 

Good morning. We kind of prepared this on our way up here. If It doesn't come off 

it™. * *J " hour switchboard, and we're funded by the cities of. San Carlos and Belmont Rec- 
SS^hJcK™' tT 8lVe ra T y t0 the Beloont ™*' W «' re supervised by £e L it 
^ve^on ^^dr tn *° llt " WCA ' ^ ^ A ° V ° 1UDteerS ^working 

Ms . Schonberg 

I'm Liz. I'm co-director of the switchboard Dodie works on, which is Project (W-anh 

itself °*We naVel?? 60^1 ^ taZd^J ° c £ co^cT ' 

pSni I. 5,JIT ? 60 v ° lunteers thaC work, moat of them actively, and most of our 

?Sf n! i Y ?° Un8 » b6CaUse We do a lot of work with indents at high school! and 
local colleges. We do a lot of listening skills. Right now we're having a new training 

about ^ 'Tff ^ :? lunte ?" in *™ to become active listeners. I Wa?£ 

about it. We had our first night of training last night. «scxcea 

we'd fS^S H** We ! d t like to d0 todav ^ share with you how we have learned, and how 
we d like to have you pick up some skills on how to actively listen. Certainly che value 
do t lT* ±0 \? un ^ estionable . and that's what the whole^ession seems to be a^ we 

drying o^ay 'anS ch^^ll V? * ^V* ** tOUCh With what that ^ * 

crying to say, and that s a skill that's maybe not so easy to pick up, and maybe for some 

snarHs Z\Z~ll "Vr^ ?* ***** tMlB volu * tee " ^ow to listen. WhaTwe want^ 
share is our concept of listening and how you can apply that in maybe a library situation 

anv til Per8 °M 1 Situatlon ' We ' d J«t to say chat this is e l y i S rapTand 

any time questions come up, just ask them. We're not going to lecture. 



Mr. Calkins 



One of the things that we talked about on the way up was that we probably have about 

LsTnlht * < LiZ J r Stdrted 3 trainl ° 8 sessio ^ and 1 ^d an LuT^ng 

wouJd J! *ive d r el ° pin8 and ^^ving our training. So we thought maybe what we would do 
ten£L T^f ° Ur ° f what listenin 8 **• and things that are important to lis- 

rtltr^ *.^^u 3 ° Ur ° n J y real rap ' and frora that P oint on, whatever questions you have in 
Ib^all^^ *• Why We * - courage chem, because that's 

somatML 0 ^^/ 11 ^ 8 ^ 6 Came i P . With thls ■ orBla « was the fact that likening is not 
ano^c" I™ M, technique. It's not something that you just come into the Switchboard 
SLJm-MS'^ 7 P ° n T Ur listenlr 8 techniques, and you pick up the phone. It's 
If S£ L f C ° me8 Part ° f you * Xt become8 P art of y^r life style. It becomes part 

cricts onxmmicks'trn^-T J* liBt ^ and U beC °° ea * a " of *»• There's £ 

effective? something you really have to be doing all the time to be 

Ms* Schonberg 

i^ hink a '"f, 0 ' 1 ' just has to do wlth the quality of the person involved. One of 
the things we really look for when we start training is the fact that If you're a sensitive 

±1 tnuch iTlt ° f ^ tT th3t sooebod y ,s havin 8 * P^blem, it's important that you're 
in touch with them and with yourself. One of the first things we talk about-we wrote a 

touch uith^ha t ' Md T "J** Central i88Ues is that tha volunteers have to glc in 
touch with what they are in order for them to be able to listen to what someone else is. 

vartouTLS^ T °w ttai ; ni ^ that vou 8o through your own growth process, with the 

P ft u sexuality, drugs, and being aware of how you feel in order to be able to 
Zre 0 f 7 r me ? ne el *\ mi & ht ™* g^h process involves first becoming 

^1^*1^ \lv ?* \ a ^° Ut ^^i^-" We H» 1-t's work wich that; let's role 

play it; let s talk it out; let's get it more in touch with how I can help someone else. 
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k ? 8l « Crainln 8 is centered around what's called empathic listening skills. There 
are lots of other names for it. and our director knows them! Basically^ lt"eans to 
me is getting in touch with your own sensitivity, and getting in touch w?tn how yoTfeel 
is wnat 2. ?«, Sa T; t MeU V on ! "™ 1 »" depressed, and that's how 1 felt, „ maybe ttat 
feellne " li ll. !£" 1 / an « lve th " " h« and see if we can share that co»on 

feeling. In empathy, what we do. for example, if I were sitting with you. and 1 said 
TJT 1 : *,? ! 8a i ly ^P'eeeed." and you said. "Wow. I was depressed a littlfvhile aw 

SL^l f ^ ! £ " hat J f ! U llkei 18 « h » t y° u '» feeling?" Then sne getsln touch 
with the fact that not onlv have you lived through that and done something with it but 
that you're much more understanding of where she is. It's not a matter^ sayi4 "IMs 
is what I did. so you'd better do it." It's a matter of saying. "That's a common feeliL " 
There's basic feelings in our human emotions, that of depression, enter" love!Tlot of 8 ' 
feelings that we've all felt at one time or another. Oui basic training ^getting in 
touch with those feelings and being able to share them. "> getting in 

— * l0t 2 £ tlne " your P eraonall 'y cen be distracted if yc're not aware of it. if you're 
not aware of some emotion. For example, we come into a shift, and one of the first tnlnas 

ol ™L^ SM,e ^ y iS " ? Pe f? ! £CS " lnUtS8 8ettln S m touch with your mode." Ho . lot 
of rushing, and I come in all in a rush, and they say. "Slow down. Lis. People calline in 
might have something that they might wont you to take time with."" It's important thar*^ 
are in touch with not only yourself as a person, but your mediate situation too. So ' 
Uvely 1 " so^neW'se" ^ char ^« ls "« ^ *» «>* ~T °* being able to listen sc- 

Mr, Calkins 

.*lf °?f ° f ^ T iC f exa ?* es of that » * he * talk about getting in touch with your- 
self, is an example of somebody who got up on the wrong side of the bed, which I'm su-e 
you ve all experienced with your bosses, or whatever-basiCaUy a person who is carrying 

Ev ±n t £f e *£\:> th ^ day ?■* affeCtS "^thing he does. In otHer^rds? if 
he s in a bad mood, he's not going to hear well. He's going to be uptight because he got 
up on the wrong side of the bed. That's what we do at the switchboard. We try to get peo- 

* e ™*l e if ^ hev '^ u P"8ht about something, not to put that on somebody else. 

That s their feeling, and they've got to keep it untangled from other people's. If you've 
ever experienced the wrong side of the bed person, you know what I'm talking about; and if 
you ve got a problem, and you're talking to a person who got up on the wrong side of th - 
bed you know you aren't going to get any help. Switchboards emphasize trying to get peo- 
ple to be in touch with themselves so they don't put that on other people. If it's a bad 
day at the resource desk, and somebody calls up, you're going to have a hard time hearing 
them if you aren't aware it's a bad day at the resource desk. wwwg 

j o 0n V thCr u th ^ L J Z nen J ion3d tha "- Just like to amplify a little bit is the time 
thing. We emphasize that a lot. Half of listening is having patience~in other words; not 

iSSf J V an5Wer *u W f aU qulck £nswers to Problems. Let's say Liz has no 

problem when it comes to school. So somebody calls up and says, "Gee, I've got school prob- 
lems, and Liz just comes up with her quick answer, 'Veil, all you've got to do is study 
^l! er »r k you l re « ot really hearing that person. You've got to take the time when you 
hear, I have school problems;" if you don't understand that, you've got to reflect it back 
and continually listen to hear what's really bothering that person. That takes time. 

examples we were talking about is, if somebody calls up a switchboard and 
£11* *«^%! a I 6° to 8 e t /formation about pregnancy?", OK, that's a very simple ques- 
tion, and I can »ay right off the top of my head, "In San Mateo County you call 348-2424, 
which is Planned Parenthood, and they'll take care of you." OK, if that person is In a 
Place that they know what they want and they know what their problem is, they might call 
that number. If they don't, and you haven't taken time to listen to the fact that they're 
afraid that they re not sure they're pregnant, that they're not even sur« what pregnancy 
is, that they aren t even sure what sexuality is, if you haven't taken the time to listen 
to that, then that number you just gave them is worthless. So time is really vital the 
amount of time you take. i*-**/ vi«i, tne 
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Ms. Schonberg 

One of the things that Jcr.i ,ust mentioned that I hadn't thought about is, the ser- 

!1 u! e e ! r °! i e and th ? V":** that yOU hope to P rovide 18 sort of intervention 

m»vKfl r aS / CX Si t lntervention center. We don't deal with as much crisis as 

a-ybe other switchboards. We have a small 10%, as most switchboards do; but one of the 
things we do is a lot of intervention, finding out. You know how frustrating it is to call 
a bureaucracy and say, "Well, I want this amount of help," and have to go through all the 
different channels to the right department. It's worse when you're not really sure ex- 
actly what you want, but you're in this situation and think maybe you should call somebody. 

ll 512 ? C £ P !?° cal V s : *f ^ v tremendously threatening to have to call more than once 
to find information, and that's why they call us. 

™ +d n S he s J tuatlon 4 of a pregnancy, one of the things John said on the way up, depending 
SLJu I T- A4%* T~ 1 u ? re 8 nant , and 1 "ally need some help; who should I cal.i?" 
That s a lot different from, "I'd like some information about pregnancy; who can I call?" 
AI"I 7 ? ettin 8 * n touch with the fact that that's a really scared little girl there, 
/*! ; y °u f ou J d /elk with her a few minutes before you Just give her a phone 
number because she's obviously really threatened to call in the first place. That's the 
<tf, It ln J e 5y en 5 lon that we hd* to be able to do, being able not just to plug somebody 
into the right place, but being able to talk to them first to find out if that's maybe ex- 

fw^tJ t 5E wJ' A l0t ! f .° Ur tl T 18 spent J ust flndin 8 out « People are where 
they really thin* they are and if that's really what they want. Then, by all means, let's 

go with it. Not only is a phone number irrelevant if the person is scared, but it also 

might not be the right place, and it also might be something that they can't handle. It 

might be on a level that might be totally different from where they are. 

So what we try to do-we're trained in really getting in touch with where the person 
is and plugging him into the right place. Switchboards aren't psychiatrists. When we go 
out to find volunteers we really make it known that anybody, if they're warm aud concerned, 
can be a switchboard volunteer, merely because it's a matter of training in how to listen 
and getting in touch, and that is something that almost anyone can do. Obviously people 
hare are concerned or they wouldn't be here. So we have no hierarchy of skills that we 
u£e. It s something very basic that we teach, and it's just a matter of really getting 
in touch with those that are calling in. 

One of the things that comes up a lot that I had the most trouble with in training— 
I was a volunteer a year ago, and am now co-director; but I Parted out as a high school 
student, just as most people do in our switchboard, Or.e of t .e hard times I had was that 
I was so concerned and so loving that I overdid it a lot. I really went out of my way to 

Va4a^I P erson u involved - ^en a suicide called, and hung up on me, I was just shattered. 
I didn't know what to do. 

Probably you will be in stress situations a lot of times like we are, but in social 
work, at switchboards, in most work where you're dealing directly with people, there's al- 
ways the thin line that you stand on whether you get personally invovled or not; and that 
is something that probably each one of you will have to work out through time. I'm just 
saying be aware of the fact that a lot of personal involvement sometimes can be way over. 
A lot of people really don't want to know what you're doing personally. They Just want 
help right here, and that's all they want right now. So watching personal involvement 
means watching, Veil, this is what I did, so maybe you can try it," which is a form of 
advice tnat we try to stay away from, because that person is the only one who knows what 
he most needs— which is saying a lot in a short sentence—but also keeping in touch with 
the idea that my person is different from this person, and I cai help him as much as I can 
help, but a close relationship over the phone is not going to be maybe what's best for 
that person, or especially for me. 

One of the things that's really hard is that we have a lot of people coming into the 
switchboard and they're just rtally wide open, a lot of young people that really want to 
save the world; and this is the best way that they. have of doing it. It's kind of a neat 
thing to watch them grow to the point where they can say, "I'm valuable to me, and I'm go- 
ing to keep this much separate from what I'm doing, but I'm also really helping somebody." 
50 ii s important to keep some sort of separateness , and that's keeping in touch with how 
you f> I about getting involved. In other words, if vou get a call, and at the same time 
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that you're aware of what you are as a person and in that mood, you're aware of what you're 
doing at the phone at the same time, so you take a couple of seconds to say, "OK I'm 
really tense now, and this situation is really tense, so that these are the kinds of 
things that maybe I can do to loosen up the tenseness or to help this person." So be 
aware how personally involved you're getting. f«»uu. oo oe 

Mr. Calkins 

I'd like to amplify on that just a little bit. What she's talking about is called 
responsibility. One of the things in helping people is there's a lot of motives. I'm sure 

PC ! Ple . P , y ° U ' ! nd y ° U fCCl that they ' re 8° in 8 to P ut the bite °» your wallet, 
or they re going to ask you for a favor, etc. That kind of help is where you are being 

responsible for that person, because you want something back from them. You want them to 

be responsible for you. That's the kind of thing we try not to do. We try to help people 

be responsible for themselves. We emphasize over and over again that I am not responsible 

for somebody killing h'.mself. If he kills himself, that is his own choice, and I have to 

allow him to make his ovn choice. I am not responsible, but I will do for him what I can 

and I will be concerned for him, but I will not be responsible for what he does. 

• One of the most Important things in helping people is keeping responsibility in its 

place, giving that person a picture that he can be responsible for himself, and that there 

are things he can do for himself, and that you can't do anything for him except listen. 

That responsibility thing is probably one that we all get hung up on every once in awhile. 

It hurts us when somebody doesn't do what you think he should. It's the old feeling that 5 

you feel like you did a good job, and then he calls back 2 days later, and he fell apart 

and 1* hurts you, and you go, "Wow, I really blew it." It's not you who's blowing it; it's 

him not taking responsibility for himself. You have to remember that. It's a fine line. 

It doesn t say you don't care. It just says you can't be responsible for what he does. 

Ms. Schonberg 

In our training we do a lot of growing things to gfet in touch with ourselves. One of 
the things we do that really shows the point that John just made is, in our training we 
have lectures, and then we divide up into small groups and work strictly in small groups; 
This is where the tools of active listening become effective. One of the first things I 
do in my small group is, I'll lie on the floor and say, "Help ma; help me," just helpless. 
] " MES/ Raggedy Ann Doll while I'm saying, "Help me; help me." All the people are say- 

iUf'u I , 9 7 W6ird; what ** 1 dolng here '" and they're all sitting around going 
Blah. Finally one or two of them, or one who is really an extrovert will come over and 
try to pick me up. It's really interesting to see the different kinds of things that hap- 
pen. Most people come and try to pick me up, and they're really frustrated when I don't 
do a thing. They have to do all the work. The first time I role played it, I just finally 
got so angry, and I just pushed her up and said, "But you'r* not doing a thing for yourself." 
She saldi That s the point. We can't help anybo^ • unless she wants to help herself." 

Obviously, people reaching out when they call us— but at the same time we have callers 
that call in, like John said, 2 days later and say the same thing, "I'm pregnant; what 
should I do?" I say, "Wow, how far can I go?" You know, I really gave to that person, 
and she s either at a place where she can't handle what I gave her, or I don't agree with 
her so that maybe I can do something else or try someone else that might get through to her; 
but you really can t be dragged down by the fact that a person is not going to help herself, 
because there s nothing that you can do about it. There has to be that initiated first. 

Mr. Calkins 

That's one of the exercises we do too. It's really a great exercise. One of the 
things that's good about it too is that once you get that person stood up, you realize she 
won t be standing up if you let go of her; so you've got to realize that you've got 40 
callers calling you, and they're depending on you to stand up, and you can get pretty 
drained. I came up the same way she did. I was a volunteer, and I learned through the 
volunteer stage that once you get just a couple going, you start feeling really down, be- 
cause they re really down, and you're holding them up. It drains the energy out of you. 
It's a really good exercise to do just to make a point. 
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t» M ? u y y °?, wuldn t **** the **** of situation as we do where people continue 
to call. We really encourage people not to continue to call the same person/but we en- 
courage people to get help not just from one person, but from a variet? If sources? 

Mr. Calkins 

One of the things I was going to add to that is that when you get to a person— that's 
when it gets complex-when you get to a person, and he continually comes back " you wtth 
the same problem, that's when listening is really tested. We've had it tested. Sou have 
to be able to listen to what is getting in the way of them listening to you, which getf 
to be really complex. People have a lot of reasons why they can't do southing. 

Question 

vou m Sn U ^°L f ° r lnterru P tlQ 8- you said you encourage them not to call back, did 

you mean the same person at the switchboard or the switchboard itself? 

Ms. Schon'perg 

If? 11 ' lt depends on the situation. If the person calls in with a problem that's ap- 

5T22iI? 7 8 i 8 ^ flCa0t J° hlm » What we do °>™*Uy * Usten to him/try and figure Tut 

I I and . try S° refer hlm t0 sow ^ one who is better able to handle his situation? 
tTi» < 8r f t altua 5 lon J out of the hat that has existed at our switchboard : A person 
calls in who has a chronic illness which comes from an emotional svate and says. "My stom- 

?eft *L?2Ll TTfjl \ e T^ r ? an alcoholic; "id I'm an alcoholic . bewuseTnusbinS 
i?fj " eJ K wh f t should 1 do? " w ^ve rapped that out 2 or 3 times with her, and she keeps 
calling back and talking just to me. S'.e keeps saying, "Is Liz there? I need to talk to 

»l " f n a CT ^ a sltuatlon . and I have to talk to her." And I am continuously say- 
ing, Here's somebody in the county who really wants to help you." So it's both? 

refill L^l 8 ° n V 6ry l0 T ly and trying t0 8et We have something called 

SET fit ' T 9t °£ ° Ut regular callers wil1 cal1 fo * 8 s«ies of times, like a 

# t"? st opfor awhile. A lot of our calls have to do with loneliness and depres- 

8l0 "- ft V°T °T °J? perSOn Wh °; s ver * lonel y» " ^kes them awhile to get up tte coSH 

w?J! £ ™ aCt ?! Uy meCt ■S"* 0 ^: ° r to 80 out and do »«ething. ^0 that's a situation 

anf «et Lrth^Ln/ 6 ' S ' JU8t Call , lng back 80 that »» ca » feel ««• ^assured 

and get further along, and he's making progress." When we see that he's not going to be 

needing us, a, just holding him up there, and when we walk away he's not go^fto^be stand- 
ing anymore, then we realize that situation is one where we're actually helping that per- 
son by having him call in when he feels like it. But if he's not taking any aSvice or 

Is'dolne 21*11??* 2 he ll hl * then h *' S ° 0t ***** hWl^Ou^n em^halis 

*M«! k 8 th *™ at for * hem that we <** do, and if we feel that they haven't learned a 
thing by calling us, then we try to do something else. 

Mr. Calkins 

*hn„^L P ?!;! 1 V ha !: "i 1 ate X I 0t really sure a lot of tloe8 about what they need, or 

2^iffer!„^L«° c Rd6 rf and ; Llke they ' U Just 8ay » " V * lonel y." ^ich could mean 
?LfJ w 8S : Sometl,aes ^ takes a long time to identify what is making then 

r ^JZ 1 " 8 ,? 18 h ? ldin8 the ° back fron reachittg out ^ People. In that Sse, 
nroK?^ referral right away. Somebody might also call up with any kind of a 

and it b hard to make a referral right away, partly because of the agencies. 
I 11 get into that a little bit. 

thiJH^ ! e WC f thr ° U8h ° Ur 2 1/2 hours of training development last night, one of the 
things that we became aware of that we've be:* lacking on in understanding agencies. That 
may not seem as important as understanding the caller, but that's something that I think 
is really Important. When you make a referral to an agency, a typical example is you 
know the guy who goes to 9 different places. If you |et a callS wnoWy unsure! if 
you make one bad referral, that may be the worse thing you could have done. One bad re- 

Sr»i«h?^ ^?° Wn, , 0ne f a4 J ttW i8 . a11 they necd * So it' 8 ^Portent to understand both 
valid one"? referral that you're making, to make sure that that connection is a 
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An example would be somebody that has some kind of a religious bias Son* flo ^M M 
have a religious bias. Let's say somebody called up; his fatter was a miniver ^nS £ 

?Q - C ?"r 311 thC tlme » • *» d Wnd 0' "inister! a^you ^dS ?o a " ' 

Question , 

f«rrad to tr^ 1 ^i5 8 T y / n & ^ Ce * See the P roblem that y°» think could be re- 
ferred to them should, in fact, be referred to them before you have that person call? 

Mr. Calkins 

c*,*,^ 8 ° ne T of the t ^ ngS ve got ^ last nieht - something we haven't emnha- 

people on the switchboard do -ft-, t* » a « AM t«. 
sure about the agency, we check it out. In the case ,£. anything that's off the will lilt 
we re not sure about, any agency that we look in the book, and it lays nice things bu£ 
?' V *lt V *l he « d them before, then we'll call. One o^ tne things I isuaS^iscover 
sli^i?! the , 8 ? eatest ^ °f eliminating the many referrils tSSrfb£? You 

±?IL?1 U ?. th ??» -f - a 5 tC ^ awhile they either don't exist, or what waTwritten 

2L^ tSTLJSr''^.^ d °' S ° y ° U flnd that y ° U Can Cut a lo ' of them dow^ wlt^uf 
having the caller, who is very unsure to start with, make those mistakes himsetf? 

Quest ion J % \ ' ' 

c a iHnr fl ! 08t i e ° Ple Wllli ?f 1° 8ive you the±r phone numbers * nd let you call them back? 
Calling an agency, you would have to call the person back. Are most people williL to do 
that, or do they prefer to remain anonymous? peupie willing to do 

Ms. Sc^' ^v^rj^ 

4 f ^J?** thCre are 2 situations that you just brought up. One of them is specif icallv 
if we know an agency, we always chect *hem out before we refer them anywal Most switch- 

Z V Jl, V hat ' a" the thln8S ' 3ways do 18 ***e what thHg^cy ?s* and we 

usually have cards. Ours arc some' • like this. They sit there in a box but we hive 

caV^-V' T t° tt0n r «ith the agency. Then o^aJmost ev1?y 

call, we trjr to ask them to call _ck, even if it didn't x-ork. If it did work call us ■ 

U ? EJ tCl } US hOW U w * nt ' ^fortunately, because we have so many vo" Sa o dtffer- 
and i, fo^H neVe f, 8 \ tS , baC !: t0 thS 8ane ° er8on » but the ™ ormation £es on ^^the cardf ? 
or w^ftf ^r all ^ had / bUm ex P erie * ce » ^'s valid, we'll eithir follow up on it 

or write it on the card and say. "Be careful of such and such a person." or whatever 

waiting n^S 100 tbat T brou8ht » 18 the a P^ific situation wheL tte ISier is 
waiting, like on hold, or has given you his phone number, and wants you to call him back 
as soon as you get the information. It: it '3 not a crisis, and it's not a sUuatioS that 
has to bo dealt with immediately-a lot of the calls we get are- "I need a ridS- Vm i*. \ 
*X u °r> »* back quickly." Or. "I need a placf to Hie; I'm on tSe sires' I 

don't have a phone number.," That's a situation where you have to do it really fist Most 
bo^d^ 1 —ber. Most of the referrals welo are JulraLass-the^ 

board referrals, but we're beginning to pick up a much better way of doing referrals. 

Mr. Calkins 

™V Ce ? ba f k J thln8 18 re * lly ^"ant. I'm glad you brought that up. That's one 
thing we've lacked on I think switchboards in general doa't tike an advocac/role ?n fol- 
lowing up on l referral and making some comments, and also listening to that agency when 

S^S\2?T 8 T*** th , at " YOU Cal1 UP an a8ency and ^"Wnat do y^ do?"! 
I think ? I S*'* t^o^ Y ° U Cal1 ° P ^ a proble,a ' the y' U tel * another. 

lrl*£\t lit™ « hat there 's 2 way 3 to approach an agency. I found the best way to ap- 
Jh°« t ^ ^ «ith a problem, not with a question about what they do. That's another 

222?.? ^ ab °^ Ge ° r ? 1 la Kulli8an,s 000^ She kind of approaches the thing on a problem 
*?l-A J 6 problem i S° W » where can •? Set the problem solved?", instead of saying 

W Jo you do as an agency?" "Oh. we help people, and we counsel people." What do« ' 
counsel mean? You've got to listen to them, and it's more difficult thin listening to the 
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Do you ever give information about your contact to the administration of that agency? 
Mr. Calkins 

I'll just say that's very delicate; yes and no, and she's going to answer it. 
Ms. Schonberg 

I Just want to say that one. of the things we do at the switchboard, especially I do, 
and most of the directors do, is use the referrals that we give. A pregnancy situation— 
for example, me personally; I had to have a pregnancy test done recently, and so rather 
than go to my doctor, I decided to go through Public Health Nursing, because I had referred 
so many girls there that I wanted to find out what it was like. It wasn't sneaky. I 
didn t gu there with an unreal problem. I went there with my problem. I went through, 

;^ W ? S beautiful - 1 J ust wa s so pleased. She let me rap about whatever I wanted to. 
She didn t give me any kinds of moral questions, and I was just there for hours talking to 
her. I felt fine, so I told her, "It's really neat to have someone here who's friendly, 
because we try to be friendly on the phone, and try to be so warm; we never know what hap- 
pens to the person after we hang up the phone." I went to her specifically, and I said, 
Gee, I m really glad that you're here an<? that you're really open." And I went to her 
peer and told her, 'You seem to have a really warm staff. Even though you don't have any 
chairs yet because you just moved, it's really a warm office." I made sure to do that. 

When we get calls back that say, "I really had a bad time here," we don't automatic- 
ally just take that and write it down. We try to go through it more. Rather than just 
one person saying they had a bad experience, which anybody could have with any agency, and 
say, Gee, she had a problem; could she come back and talk to someone else?", normally we 
deal directly with the people that she dealt with, not with the administration. If it 
gets to the point where it's really good comments or really critical comments, then we do 
go to the administration. It's not very often. 

Mr. Calkins 

~ It's very rare, and that's very delicate. In a switchboard's position, we don't have 
a lot of clout, and when you don't have a lot of clout, it's difficult to approach an 
agency on an administration level and say, "You guys are really doing a terrible job." 
That makes you a little more obscure and maybe will eliminate you eventually. So you've 
got to be really careful. Like she said, and I would emphasize that we deal directly with 
the person that that person might have dealt with, and we start there. At our switchboard, 
if we find out that a whole agency is made up of people that do a very poor job, then we 
will notate it, and nobody will make any referrals to it. That's the best way we can deal 
with it. 

Comment 

It won't get any better then. 
Mr. Calkins 

Yes and no. One of the things that starts happening there is that you don't get peo- 
ple ripped off, and another thing that happens is that they don't get people coming in, 
and the word starts getting around. Again, it's an awareness level. You know, when you 
start attacking somebody about his agency... I'm sure if anybody came and attacked your 
system, it would make it very difficult for you to sit there and go, "Yeah, alright; we'll 
change it all around for you." You know, you really feel OK about what you're doing. 
They have to be open to wanting to change it. Most of the time when an agency is really 
bad, you'll find that they aren't really open to changing it either. 

Comment 

When I used to be in this business I would have names of the agency people who I had 
had lunch with, or who I had talked with on my off hours, and found out they were probably 
really good workers. Then when I would give out my numbers, I would also give out my names. 
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That s Important.. People-to-people contact is probably the best wav d^f^„^^o1« +~ 

ta^f£L P-Wfl S ^ feel 80 ° d ab ° Ut » ^caiL'the ^^jJrtKS^* 0 
that feels you feeling good about that referral. That's really important. nearin * 

Comment 

reall^thr^teS„f et %? sul " hboard " f.agency, the switchboard operator there can be 
^s^ngs"^* Z^Zo^ * ^ t0 8lV8 8WltChb °» d * 
Ma, Schonberg , 



Mr. f ilkins 



™„ J f ^ h \ Call6r feelS S00d about you » and y° u feel good about somebody else that:'* 
one or the best connections that you can make. someooay else, that s 

Question 

there^anyT ab ° Ut ^ relatloMhi «» »"h the libraries in your communities; if 
Mr. Calkins 

r too. -ir s^r^-^-rntsr- ^:^ e ^:^ <° 
gs* -srs »^ — rr£lt€?fS ! 

t V fr 8 ? e i tl ! er : Wha ! 8tartea there «*> « good working relationship with toreis Thin 
I m Involved with another group. There are a couple of people here from the? «oun U's 

Sve ^Zt wLTrV 1U °; Which , 1S / ery hard to ex » la1 '. »ut GcorgirJUSws Ten ac! 

Jou 4? ootte So tw-s fl S r er f 4%'^' 1 U36d 10 thlnk of llb t«ie S as places where 
you O oc Books, and that s all, and that there was nothing else there. That's all that T 

was aware of Our switchboard is 2 blocks from the Belmont Library^ and ? had never^one 

in there looking for anything until I saw Marcia Keller's card file I stsrted^sSiM^o 

rmlLllI ^CreSeaVtb Z*SS£.*"'' — " °" ---"-ds^ " 
Question 

Do the libraries refer anyone to you? 



Mr. Calkins 



I think more and more. One of the things I would say that the only way people can 

about r uf^ , 18 ' J f I" feCl 8 °° d ab ° Ut ** Ch other « If ' he lib ™ y f^ls really goS 
tlTLT^l rS* ders 5 and \ U8 ; ^d we feel really good about ths library and understand 

v^vSt thTm^nTJ^ IL^ 1^ r f erra J 8 8tart »»PP«*-8- I think that lit in- 
do causes ^efer^S 8 r a $t l 0 * 1 ^ 8e " in8 t0 k °° W the » dnd understanding what they 
^hat Ca SeTdo r ^L" 1 ' It™ *L !? e !" fer » to heard people mention^ 



that they do. Somehow Peggy got referred to me. 
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Again, it takes a long time when yca've been isolating yourselves like switchboards 
have isolated themselves, and libraries have isolated themfelves. All agencies hav^got- 

2L?2ri - 2 Uttle ^ 8 ^ 8ald> °* %T * d ° ing ° Ur *° b > we don'Aeld^?" I 
^ invIL^T; es P eciall y the ^brary, see a lot more involvement. They're 

very invaluable as far as resource gathering. 

Ms. Schonberfi 

thnuo?? tt d w St 3 n ° te t0 f hat> and that ls » 1 had the same ^S* 5 o« the library, and I 

22^Li^i^ Mry 3 Pla ? C u t0 read * There,S always the MShh »" y° u toow » and there's 
this. Image that you grow up with. One of the things that I've been really fascinated with 

tl It !„ " UCh a number of P eople ln the community who are doing the same thing 

tionld' S /l ±ngt Uke y ° U Sald ' * Vm here n dut *'" Police werfmen: 8 

tioned. The switchboard began as an underground type of situation, and the police were 

rrv J« ? ara 4 e K f J° m Wh ?J We / ere trylng to do ' Yet > ln tracln « calls, and beginning to 
5L ? 5 P ° Uce f ° rCe Just ln Redwood Cit *» and beln 6 aware of the fact that 

they handle just as many of the same things we do, we wanted to try to work together. 

™ « S ? a dir S!^ el * tion8hl F wlth the library-well, I don't always say, "Call the libra- 
ry. I say "Dodie King works at the library; call her, and she'll be able to..." A spe- 
cific example was, at Christmastime we decided to go Christmas caroling at some of the old 

III? no 00 ? 8 J n ,v edW K° d Ci ?' 1 WaS there at the P hone book » and 1 opened !Tup, and tnere 
TZt • n? ° ld folks J"*? ln Redwood So I said, "Listen, where can we get hold of 

some information on low-income old folks' homes where people wouldn't have any family?" 

Sut it's ^V?* l J^* l3r » tuff llke that ' M So we're beginning to work together, 
but it s slow. It is mixing people rather than saying, "Call the library," or "Call this 
agency." It's "Call So and So who is my friend." 

Gordon McShean 

I have the background in both. I had one lesson, for instance, that was from a libra- 
ry administrator. In the instance of a formal approach from a switchboard for cooperation, 
the library stated, I see no logic whatever in cooperation between us." I've been fight- 
ing this all along, and when you listen to me this afternoon, you'll hear a little of my 
Tfr^n*' I 1 wanted to ask y° u » Llz Particularly, when you said awhile ago that only 
about 104 or less of your calls were crisis calls. Yet, what we've been hearing this last 
day ot so has mostly been about ciisis. I can understand that, having worked on a switch- 
board, because that seems to be what's important to you when you're on the job; but libra- 
ries tend to say, Oh, all that crisis stuff; we can't do anything with that; that's not 
21Jtl e ln 11° 3 i° 8 y o VV einf orce what I say. If I am on a shift for 4 hours and 
answer 40 calls, and only 3 of them are crisis calls, I've still answered 37 other informa- 
tion calls. Isn't that right, and wouldn't that be good for libraries to do? 

Ms. Schonberg 

Yeah; crisis is a word that is really hard. When we do our training, we do one night 
on crisis, one night on sexuality, one night on drugs, and the whole bit. Crisis is the 
first thing you think of when you think of switchboards, because things like the movie 
Hotline just shows things like, you know, "Suicide! Here I am; I can't blow it!" Most 
young volunteers, even though they have just as much equal training in all of the other 
areas, *re scared most about a crisis. When 1 first got on the phone I said, "Ooh, what 
if my first call is a crisis call!" I think that emphasis has been on crisis, and yet, 
crisis to us is a situation that involves Immediate intervention-a drug OD, a suicide. 
There again, suicides can be— you know, I'm thinking about it maybe tomorrow," or, "I've 
got a gun in my hand and I'm going to shoot myself." Crisis, in terms of our definition, 
is something that involves immediate information, or Immediate referrals to hospitals or 
whatever. The 37 other calls— one of the things that I was trying to say is that, al- 
though libraries are mostly involved in information, there's so many things behind a re- 
quest for information that I think we should be in touch with. I think about 70% of our 
calls are loneliness and depression, or just wanting to talk. Maybe those aren't the spe- 
cific areas the libraries will be in, but in the situation of pregnancy, that's certainly 
not a crisis situation. It's a situation that really needs some attention in terms of, 
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her r^L*!? dS T e ^ end sure » she ' s for a referral, and you can just give 

her a referral .and send her on her merry way, except she probably won't be verv mllJt 

b b r::rkln« e wiS^ ^ t0 ta V b0Ut U - M ° St 0t the ***** ^iS^STSuU 
«LE w . 9 necessarily pursuing a. request for information if it's lust a re- 

quest but being in touch with, if you were her, how upset would you be. J 

MV ^ e * th ,m 8 ? I did the £ lrst couple of weeks I "as on, somebody would call uo and 
say, I want some VD information," and "oh, wow, let's really be unhappy " and refllv ?^ 

say, 'Oh, you sure you don't want to talk about it?" I alwav- nw^^ * I • 

underdid it but it's really important thafyou pursue Vt ^STS^i^tT xW. 
really scared, it's important that you talk to her about it. Sa W ^ ill 

^ y ±r rtant , thCt librarles a » d ^itchboards work together, because we can ^ertaJnly 
share with you. n terms of the actual tools to get in touch with how a person It f eeUng 

vou'^ ? ^ J°°i S / hat ™Z U8e 13 th - rolc pla * situation, which you difyesterday and 
you re going to be doing again this afternoon; and basically what we uae that for is ' ' 
We do 2 types of role plays. One of the,, is called enpathyckills , and thT otter 2'just 

w ll 1 * P i ayS ' Ke /i? rt ° Ut * ith c ^ ath y* is basically, I'm talking to Pe«y 

and Peggy is Peggy ard I'm Lis, and I don't knov very much about her\ but T W want S 
share this very small problem with lor, and that's just basically as friends wLreaa 
role play is back- to-back, and I pr'.ct; u? the phone, a,d 1 don't W anySJng ao^ut vou 

and IZT ^ y ° U : T S " rCrl dlffer ^ in erpathy we share real probJems^ 

and that's a real scaring thing. Our training is based on the fact that this III wasi 
drug addict at one time, and I was pregnant at one time, and maybe we can sharfa few 
things and learn how to deal with that. That's what our empathy is! In role nlavin^ it*a 

ity. It s calling up and saying, "I have this problem." So that's a specific tool that 
you can use in tera of getting in touch with a problem and handling it! 

tho^ MnUf y 13 V w!? ??.° h in Supp0r:: of * hat your conjr2ent waa . that we can Share 

™«tinn » f J l ^l With u Uorarlc ^ certainly libraries have a huge realTof ' infor- 

Question . 

I know that y 0 u must get this kind o2 thing. I did health counselling in Oakland 
anc. there's more than one councilor. We'd get people who had problems , the? 'd pretty 

w « ^ £ . th9 r r blCa but thdy renll y dldn,t to Sell us. ' They'd say, 
but, ana taey'a go from one person to another. What do you do xdth this person? You 
know they need help, but they really don't want it yet, and you hate o c« Z of but 
how much time can you devote to that? * 

Mr. CalW.ns 

That's a very interesting kind of a person. The best skill that I picked up on is 
one that Outreach does. When somebody says, "Yes, but...", it's kind of HkT ^eah I 
hear what you're saying I could do," and then they're negating the who?e thtog. wj. 
the wf;i? U L ?r the ** reas ™ <** I can't do it." One of the grea^rtools^in 

•W» ^* C " ay /" em llkG K? S±Uy °™> 13 to replffce " but " wltb "and." Just taking 

•but out, which negates every thi-a E> and putting ! 'rnd" in there, you can start sayine "It 

nZiri T U X h? » e a /° nfl f f C£ * YCU * re Saylr S Ves,' and theA you're M aySg 
They re saying "yes" and ":•.,," eo you can start working on that "no." Again, those kind 
of people are the chronic callers, but if you can tune them into the fact that theV are 
negating everything that they're saying "yes" to, sometimes that's enough to Lt them 
looking at their behavior a little bit. 8 

Question 

You said 2 things that I want to relate together. One is that you get about 70% calls 

toTdra^d aol ar %' aS ^' Uy 'r*' Snd y ° U ' re ? aylng lf >™ beco » a too involved you get 
i^off 88 2° * , 11 ° th * r W ° rdS * ORe pcrson can c do it- One person cannot solve the 
loneliness of another person. It takes many people tb support that soft of thing. Do you 
do anything about trying to get people invoJ* ed with groups? V 
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Mr. Calkins 

4 u Tha 5, ,S f E ° od < l uestion « That's one thing we were developing in our training Sst 
night. That s one thing we see as a real need that's difficult to do. I'll respond to 
your question by saying that we can't be the answer to that person's loneliness. Some- 
times we will be for awhile until they understand that we are interested in them, but then 
we have to re-emphasize to them that loneliness is their responsibility to eliminate. It 
is like boredom. Vhen somebody says they are bored, usually you'll say something like, 
Well, do something, and then you won't be bored." OIC, when somebody's lonely, they need 
people. A switchboard doesn't try to be those people, unless that person is willing to 
put out. One of the very peculiar things about some of our ex-callers, sometimes a caller 
will just call up and be lonely bacause he really wants some real involvement with people, 
and there xsn t much. In that case, if he's really willing to put out, we've got a ve- 
hicle that says, Yeah, we're here, and we're open, and we're growing, and wa'd like yea 
to be a part of us; we can use year help." In that casa, he'll come in, but if he's in a 
place where he says, 'I'm lonely, but I can't do anything about it," then there's nothing 
that can be done about it, on til he says, "I'm willing to do something." 

Ms. Schenberg 

I'd like to expand or that. Certain groups are better for a lonely person to be in, 
if he wants that. Ue really try not to give advice since he knows what's best for hi-«elf. 
If he decides tnat he mall;* vaats to becc-re involved, we trv to tap on, "Well, who's clos- 
est to you? Wao do you want? Do you want to get out of the situation you're in and ro to 
a group on Thursday nights? If S o, w- have this group. Do you want to see somebody per- 
sonally to hel:> ycu for awhile to get your confidence up, and then get into maybe a day 
group? Our community has both groups and individual counselling. The caller will say, 
Gee, that sounds like rr.ybe what IS looking for." We'll say, "Go look up So and So." 
One of the things that we really try to do is help people in the situation they're 
immediately in. Many people just can't tako our referral and go. Many people have to 
live there day to day, and it's really helpful if they can get into something that's imme- 
diate, rasically what I'm trying to say is, thers'r the old advice, "Call your minister; 
call your doctor; talk to your mother." Sometimes the young person couldn't do that. It 
is really important that ths p-rscn gets the confidence to deal with the groups that are 
right arounc. him. In from New Ei>glan.i, and I came out to California about 3 years ago. 
I see groups springing up which are really rewarding. The person goes and opens up to the 
group on Thursday night, and he go-s home and doesn't talk to his father about it. To me, 
it s really important that he also talk at home. If he wants to do this, I'm not going to 
say, You have to talk to your fa"her. M I'm just R oing to say, "Gee, you're really not in 
touch with the people around you, because that's something you really want to do; it sounds 
like you re lcnely. Bi you just -ant to go to a group on Thursday nights, or do you want 
maybe some me to. turn to inriodiately?* 

A situation whore a little girl < r . r-ally reared to walk down the street, because 
she s living in a black neighborhood, and she says, "I'm really self-conscious; I don't 
want to do that.' A referral for her to go to a group might build up her confidence, but 
she still has to live in that neighborhood . So a suggestion like, "Is there a lady on the 
street that you like that you can talk to that night look cut her window when you come 
home from school? Or, "Can you ask your drd to maybe come home from work an hour early ' 
every once in awhile?"--sotaething that's very immediate. So in terms of groups, it's im- 
portant that th2y sea tha difference between the groups that they can get out and go to 
and then find their heads and go do rcn?. thing else, or groups that they might need to have 
somebody right there close. So the Icneliness caa be almost anything— you know, "I'm 
lonely and I need one friend," or, "I'm lonely, and I need a lot of friends." 

Question 

Do ycu feel that your operation would be less efficient or would have to change sub- 
stantially in terms of its framawork if you went from a phone format to a face-to-face 
format? Most librarians are in p-.^lic buildings, and there is a lot of face-to-face 
contact. 
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of m,?* d ° IT'V 5 6W people on the 8Wl tchboard that do in-person counselling and some 

are just amplified and changed a little bit. e " ectiv «- The facts about listening 
One of the things that I think are coming out in a lot of article* *„h * 

sag Sf.tt! sees sr A-s-Mri SS? 

If people can just have people understand what the problem la and hear it s^ti„« tw 
is enough for them to go about doing something about It. face-to-face or over^nLnf 
either way. If ,ou just hear that problem an! Just kind of accent you sav "I haar' 
2£ J%^* <«. "I hear you're really feeling upset aoour^fatner Soine 

.^CZ'^l *? 4*" *"!' 18 Just enou * h reassurance somettoes ?or^ebody "o ,a^ 
How. somebody understands me." You can do that face-to-face the same way. *' 

Ms a Schonberfi 

I'd like to disagree with that just a little. I think it's reallv different t« 
to somebody face-to-face than on the phone. I've done both, no? JrofessionaUv but It* 
person working with people. Our co-director is also a £LM1S^2l!2L^ 
Sn«?e S 'Ti* 11 ?* ° n . the Ph ° ne and als ° ^e-to-face. F We have a dLL^£fe2T«F 
« in / hat / e, 4 re confidential. Nobody knows where we are? sSpposedJ y \ A and ' 

we don t have drop-in situations, because we're not set up to handle it We have a ^room 

2^^r« tSyST* we J?* T*^ WC CaQ,t ^ ^ P le staying ove'rnJght? 

n°! f lv. ay# ?f h0pe to move into a houae and ^ve more face-to-face contact 

One of the things we talk about is the need for a phone service. One of tte Lno^r 

things we find is many people who call cannot handle tuning 171 frien^or turSlnf So 

can smile, or cry, or do anything, and nobody's going to think they're funny, because theJ 
III SLS^t^T^' S ° 1 rCally thlak U ' S * P-^^ 2* 

, fll .. 1 a J so tnln ^ lt,s Afferent for the counsellor, for the listener, in that when vou're 
talking face-to-face, you pick up a hundred things uon-verbally. One'of the reasoVwe do 
both empathy and role play is to show the difference between me talking to Pegg^smtllng 
and Peggy going on with that, because I like what I'm hearing and understand 7^ oTme falk- 
tog to someone on the phone and not being able to know anything about what she's doing 
Most of our volunteers have a really hard time when we move into back-to^back becausf most 

Jtsetf is SifSfn? h ^ Td J°\ th&a not to ha ve those cues. So I think the counselling 
itself is different, basically because you listen, and that's the one thing that's hardest 
for most, and yet it's the basic thing we train, the ability to be warm and sensitive 
enough to listen to someone else. So a phone service and face-to-face are very dj«erent 
Mil a rJ d H anta8e8 , a J d d ? sadvanta S cs to both. When we move into a house situation? hope- 
fully if we do, we'll be able to compare. It's interesting to talk to people who were lit 
lers, who are now volunteers. It's really a different kind of an experience? 

Question 

What kind of a screening process do you have for your volunteers? 
Mr. Calkins 

I'll try and answer it in a very brief way. I've got 3 things. The first thine we 

£nd" 8 J° 0 e §t W ? at W ? rC l0 ^ ing f0r ' 10 ° ther word8 ' » e hav * c ^now what we doTand what 
kind of person is going to fit into what we do. What we came up with last hiaht is we can 

nll 6 ^ 0 ^ ? h ? 18 l0 ° kiQ8 f ° r SOOethin8 C ° d0 ' Now ' 80nethin S to do sounJs 8 Uke sZl pet 
pie alight want to have some people to smoke pot with, or some people might want to get into 
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lSS^fSTLSS^S 8 * T P r Ple » bUt th6y ' re l0okins for *«nethin 8 to do. We're 

w!w£ 8 ^ u? S P * W f re l0 ° kia8 for aonethin 8 relevant to their life to do. In other 
flltkS* K f JT 16 ^° ?° ae in and 8ay » "<**• 1 ™* k 5 da v* » week, and I don't 
X a ^ 8 °° d ^° Ut / t ' and V. 4 Uke to do something where I really feel it's valuable: 
X m doing something for people"— that's one criteria. vaxuaoie, 

nrohl^f' Sf° Pl Vi° at u l0 ° k . in8 f °T pe0ple to be with that a " doi "8 something about 
ll *lr< n.! f° r that * We , don,t ask questions like, "Are you looking for something 

ure ?s reaUv 8 S^,T C ^ S 1 U CX 5 lain * * » inUte ' th « third ***** 'hat we f - 

nave to wi y s ^M f^V* Pe ° ple Wh ° are Willln 8 to 8™. That means you 

™^ ? SS ^ f * r y ° U ' SUCh asi You have to be °P en to something, 

public^ JLecS ^h? M !fif, 0f ,; 8uy We 8cr « encd a y ear a * d a half ego, who is now our 
S5>h £ 4i2 ™ : ? li3 Uttle 16 " year old ^tholic high school boy came in from a very 
SSd 5?' J L fathet °F! bi8 u restaurant 4» San Carlos, and he's led llu very^ 

uf fcJiflvX* Cane V3lkin8 into the swi tchboard. We were screening him, and we asked 

™ tatSn* stu^r? a ? V" the WOrd f, ex » he J uat leaked out-Jon know, "what are 
you talking about this for? The pope says..." You know, he was really in that place. 

Son^ "5 C lT e ^ th r 8h m COuld see soraa thing in him. He starteS asking ques- 

tions: Well how do you feel *bout it? fftnt does that mean?", etc. So we let him en 

?o unSer^r^n ?*l £hOUSil he Wa * very Mtw 111 » hat he understood, but he was Open 
y^seirnec^L^f P * 0 ? le ^ That * S growth is. You don J t have to change 

7 * P y ° U ^ to b * iG °P Gn t0 where °ther people are, and you grow, 
lob or anv l£TlV C M in8 \ WS d ° U in 3 grOUp ' I£ ever been screened? a 

m«« I a L ? / ' h f WhCre y °* : C0a3 ir » aiU £he3e ^Pto a *e looking at your applica- 
t£ l S ,t "m**"' - ? th f y re SltUn 6 there soing, "Aha," and they start'LkSg 
IZZZZ^ J??"* f U T < e ° f 8ittltt3 thcre 8° in S» Mttn . what are they ex- 

^ I^^!T ? < l » wa rl ° 18 •* >rk to thc °thcr way around. We'll screen A people 
w^U L f i ering at th ! tloe that thare ate 4 who a " ^ on the switchboard! So 
^m«:% It 8r ? U? ^ and J We Start Wlth » ,Vaat are y° ur expectations? What are you ex- 
Itt I frCa ^toebboard?" That aay scan like a very silly question, but it's amazing 
how many people will cut themselves out just with that. 

««n *w»r 8 ?/ rom a larse S rou P to a role play situation which is one to one. Each per- 
?ZLt \t* lis / ener now te^es ona of the people vho's volunteering. We do this for 3 
^ S ;t- 4 l a IT* p f ocess - to's about au hour of group, it's about a half hour of 
evaluation wh-re they sit out and get to talk to each other. The little tight group of 

fe^^; C I^^ S ^ t8 therC ^ ^ and 8ayS What they were ^ling about theS, what they're 
?L r + t 6 ?°* ? Cn We g ° into a role P la y situation. We do what they do, 
i is, I take a real problem that I have or have had, and I just start bringing it out, 

whL \T« ^ ^f^'f U * YoU,U find OUt an avful tot about how open^thly are ' 
when you say, I really think ny mother messed me up." Soa-. people will *o "Well vou 

tritstenLr th % r ^ U i dn ^ hCl; , it »" bUt thCy ^8ht listen. They mig^t at icasToe o^en 
to listening, and that's kind of how we do our screening. It's one of the most enjoyable 
parts of our training. I think I enjoy screening more than anything. 

Ms. Schonberg , 

. „ e Wti J ust P lc ked up pre-screcning for the first timo this session. We've done 6 train- 

SS* 11 It™ 9 *? We Jus 5, be 8 an Pre-screenir.g, because we had a lot of calls from people 

«™ rL r 8 rCa11 ? £ S a pllce where they wouldn't be able to handle a situation 

Ztl llL^nrlL J° WC S ftl W ° W ' t0 haVe them e ° a11 the wfl y tkrou « h training and then 
?}? f t craened out the end seemc really not only a waste of our time, but a waste 
ot theirs. So we began pre-screenlng , and our situation of screening, Just because it 

^Lh7 C £l 8t t,^ 6 ' r uf d thC ba8iC th±n8S too: HWhy do y° u want to be on the switch- 
board? What kinds of things can you offer us? What kinds of things can we offer you to 
better yourself as a person and share? Our whole training is sharing. 

u« «.°? e Si 2? at i 0n vr3S a cas " where a woman was really in a place where I felt really funny 
tTJiL ll< ?Iv5 e I W f! 8etcin S, you know, she was really coming down and saying, "I 

really think this girl should have done this." I said, "Wow, let's talk about it," but 
she was really open. Cur training is so intense and relatively long, that if someone is 
open, they re going to . as t through the whole training session, and at the end they should 
oe in pretty gooa shape. 

63 65 



BEST COPY AVAILABLE 

One of the things we do is, nightly we have a small group situation for about 2 h«ur* 
Everybody has to be helper and helpee too, so you get to have a orohlem »»2 ™f ! 

wi h rz it th r • not ^^^t 9 ^^^ 

l:t,,l * ! feedback about how ^d. but the whole group says, "Gee, that was 
really good what you said there, and that really made me feel good ■ So^Ich L 
have a pretty good idea of where they're at. We do U for each area Se^e mu^h Lr ^ 
structured, and there's disadvantages with that too. We re much more. 

T«h« «^° f K the th * n * 8 , we do ls » one night we do sexuality, and the person wiil like 

feet funny ^0^^ by ° T dn * 8 ' Dru * s ^common area! M^eo£e 

u? talkin 6 ln the common street language about drugs, so we say "Gee vou 

feel kind of funny about this area; you're doing OK. Why 4on't we take an exira l^inut e « 
afterwards or at another time to work on it some more?" sHur screentofis th« fee^a 
comfortable with what they're doing, and if they're feeling coWortaW^us^ 

d^, 8 , COnf °K table - 37 ^ Cnd We sald » " 0K - said yo2'rrfeei!ng uncomro^!e L 

yoTIis en^aL^we^^" 0 1^i TO ^ 2^1 bef ° re *° u *° OQ tha Phonea^urolnerwi^e, 
you listen really well. Specific feedback is one of the most Important things in screening. 



Mr. Calkins 



<•« I ralni ? 8 become s screening too. You start out with a lot of people, and training el- 
iminates a lot of people, because it is intensive. It does require growth Udoes L- 
quire all the things we look for in our pre-screening. does re- 



Question 

How long is your training? 



Ms. Schonberfi 

cam* ^L^S" 8 ** ^ 3 Week f ° r A week8 ' and lt,s 4 hours <*'h time. Our director 
came from Michigan, and his training session was 2 weeks, 6 nights a week for 4 hours. 
We talked him into spreading it out a little more. nours. 



Mr. Calking 



Our training is three 5-hour sessions and two 3-hour sessions spread out on weekend 
!Ll^ ek nl f ts ; sa *^ 0- week nights. Our trainings^* k£a If dieted 

c«uL ^^'.wf/ 8ame ' We just a PP~ach the thing from a different angle, be- 

Se semf Sing ^ C °* e fronj but ^^entially, wl're doing 

Question 

Do you bring your volunteers to P> ether at periodic intervals for group discussion? " 
M<?. Schonberg 

ni„hi: U \^ V h a ^ hin8 ^ ll6d T 801 ? 8 trainln «- We h «ve a staff meeting every Monday 
H^ti i meeting is just business-) ou know, "This shift is open; who's going 

1L I 1 J** ° theT ° f the meetin8 18 devoted to *™* n 8- continue rolfpUy- 

Snds i!f? ° CCe * ?° nt ? W ° d ° SOOe role plays - ^ then we h * ve a 80od idea of what 
Kinds of calls are coming in, and so we take specific calls, or we takfa situation ™at 
mayae someone had a hard time with. Like yesterday I turned and said, "Wow, Trolly had 
a hard time with that; next Monday would you role play it out with me?" 

W* also have speakera come in all the time from different agencies. We always have 
on-going- training We have retreats to get us back in touch with ourseives as a £oup 
We re really a tight group, and it's important that we maintain that. If you don't like 
the people you're working with, you don't do much good with people at the other end of 
the line. So we ar*. socially a very tight group. 

Question 

<™ 1^! a llu° C J° nT callers ' under 30, or are all of your people under 30? Do you feel 
involved with all age groups? 
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That 1 s a really good question as far as directions. All of our people aren't under 
30 on our switchboard, and all of them aren't under 30 on Liz's. Our biggest chunk of 
people are from 19 to 25. We have right now 5 people 30 or over; that's out of 40, which 
is a very small percentage, it's hard to get adults involved in something on a volunteer 
basis, because they have a lot of responsibilities of their own. One of the things I hear 
you saying, and I'll just amplify it all to heck, is that the only way a switchboard is 
going to be effective is to be a group of people that comes from the community, which 
means you ve got to have older adults. You have to have good representation, and I will 

fX^^T* an ? over , a8aln that the mo8t ^ing in making that function prop- 

erly is that people feel good about each other on that switchboard. 

We do on-going training essentially the same as Liz's group. We approach it a little 
Si! 1**1 y J but it a basically the same idea. The most important thing is people being 
able to feel good about each other, know each other's strengths and weaknesses. There's 

P ° Wer ^ a 8r °? P that isn,t 1x1 an dividual, and I can't emphasize that enough. 
That s one of the most important things, feeling good about the people you're working Jith. 
It makes you work a lot better. ^ ' 

Ms. Schonberg 

I just wanted to say that you really hit on a sensitive point when you asked if we 
were all under 30. Most of our volunteers are, and I've spent the last year trying to fig- 
ure out what we can do about it. I'm more concerned that we have very few Third World 
people involved at our switchboard, and that concerns me, because we're in a target area, 
Colunteer^ 60 invoIved with the tar « et area » and very few people are involved as 

Our calls cone from a really wide range, and it's interesting to get an old person 
stm^iJ^/ 0 !? SamC age a ? ay dau 8 hter » ^t it doesn't seem to matter. You're 

tMnL rllt*t Z mm :\ Al8 ° U h0lps ln terffiS of P arent relationships too. One of the 
things that s happened in our area is that there are switchboards set up kind of for dif- 

1Z*TLIK 8r ° UP K* AK* * nterestln 8. because Connect in Palo Alto is a much older group, 
lw!L " L I ° f voun 8 volunteers, and they keep saying, "We want more young 

ri^S V< Sa l th6 Same thlng about older volunteers. I've spent the last year try- 

ing to figure out what to do. We've gone to Pun Over 50 Club several times and said, "We 

3b re^Ji^LL^^t 1111118 V* 1 ™ 1 C °° e -" We g ° to * anv older organizations and say, 
•We really need volunteers. We want to represent the community." 

w * esldes K he / aC f that ° lder people don,t ^ necessarily the time, it is volunteer, 
and there s absolutely no payment except for your good feelings about ti. There's also 
the aspect that the training is geared to a lot of the problems that are happening right 

out'af^ 11*5 ^ bef0re We did Pre - a «eening, we had a lot lf £%ll drop 

^ ' he fi " t ni 8 ht - t We could never figure it out. We'd follow up on them and say, 

did wron« ? » £2 nr^J 11 " 6 a T hi ° 8 We Can d ° ? Cao vou hel P « <"* "*»t we y * 

did wrong? One of the things ve found was, just in the drugs, some of the language was 

hard for some of the people to pick up. We really went out of our way to get sftuftiow 

tZ ^ 18 What F neans; let * s see if vou can do At the same time, 

many of the older volunteers felt that if they got a drug OD, their morals might get IT 

J*?™ something that we said, "If that's how you feel, we can Sork olthlt 
SL^SR ff . t0ge 5 her ' °? we can » >™ kn o«~I taean, you're not going to get just sui- 
cide calls all tne time you're there; you're going to get a range, and it's important 
that you can work with all of those areas." important 

Comment 

th.t !° rkin f ^ ff l0r citizens ~that is * tremendous area. I've found at the library 
S£, r?^, f P!ltr0nG WiU Come Up » and they don,t want to ***** *ith the younger 

is Ivli also. WaDt t0 SPe Wlth thC ° Ader reference librarians; and the reverse 

Mr. Calkins 

We do have one senior citizen. One of the things I would mention there is the a*e- 
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old communication gap, or generation gap, or whatever it is. Our training tends to be 
geared toward a certain area, which is one thing that we talked about last night. How can 
we gear our draining toward a broader area? How can we emphasize things that are common 
between people so that we can involve more adults. We've got some really good ideas. I 
just wish I had another hour to lay out some of the things we came up with last night, as 
far as emphasis and ways to gen people to work together wtu> come from different places. 

Question 

Have you thought of holding a training session in a senior citizen center? Also, have 
you looked at the possibility of transporting senior citizens to the switchboard? 

Mr. Calkins 

That's a problem, and it's something that we've worked on, even with our high school 
kids who don't drive or don't have a car. We pretty much will help people out with trans- 
portation. Our senior citizen has become our biggest taxi driver, she goes around and 
picks everybody up. She loves everybody down there and is busy going to pick people up 
all the time. 

Question 

How do you get your telephone number out to the community? I know with the younger 
people word easily gets around just by word of mouth, but you said you have a lot of older 
people calling in. How do you get your number to the older people in the community? 

Mr . Calkins 

Let me answer from one aspect, and then Liz can answer from another aspect. They 
tended to do their publicity a little bit differently than we did. We used to do a lot of 
banner flying, leafleting, card handing outing, radio publicity; and for some reason, it 
wasn't getting us the kind of calls we. thought we should be getting. Qne of the things 
I've beeu doing is getting directly involved with the community. If you do that, and you 
go, let's say, to an association of ministers, you get some good contacts with them, and 
they get to understand what you're doing, then when they get a problem, they can make, a 
referral to you. i In other words, it becomes more word of mouth. I don't know how many 
people get tired of being leafleted, but I do. When I get a leaflet, I tend to glance at 
it, and it has all these beautiful things, but then I kind of se,t it aside, and it never 
hits me; but if a person Walks up and says, "I had a really good experience," or, "I feel 
^really good about this thing, so maybe you could..." That's been our approach to publicity 
for the last 8 months. I think it needs a little bit of both. 

(Question 

Can a person get hold of the switchboard through the telephone information operator? 
Mr. Calkins 

That's an interesting question. One of the things we've complained about is that 
there is no listing for switchboards in the Yellow Pages . If you've ever tried to get a 
switchboard in an area... What I've done is, I've gone to the General Administration Of- 
fice in San Francisco— I *m going to present this to the federation — and I said, "We would 
like a listing in the Yellow Pages : what do we do?" I 've got this whole bureaucratic thing 
I've got to go through— letters , and forms, and talking to this and that person. They re- 
ferred me around, and now I know what to do. That's one thing we've been working on, 
getting the word out to the Telephone Company. I'm sure they're swamped at times with 
some of the most amazing requests and don't know what to do with them. 

Question 

How are you listed now? 

Mr. Calkins 

We're listed under Whole Earth Project, under "Recreation Programs" in San Carlos and 
Belmont.' That makes it very difficult for somebody, when they look under "Recreation," to 



interpret that they might get something from us that they need. Every switchboard-I've 
looked through the phone book and found some and can't find others. W are Us2ed by 

under 5£i£ s^e * " in the Pa ^ under "Creation!" 

unaer social Services. In the green pages, we've never gone about as switchboards 

saying what we d like to be tagged under, but I've gone to 8 that B^rSE? Strlctand 

change U?" llta^l llTlT^l ^ ^ n0t happ * with that » so ^ can I do L 
«ho?mL J! ^ l0t ° f WOrk t0 Chan & e ic - Telephone Company is kind of over- 

whelmed too, so we've got to work with them. 

Ms. Schonberg 

I just want to say one thing about this, and that is, we do it a lot aifferent We 

iTlitil r ° n ° Ur b ° ard » 50 We ' re rea11 * int0 cards ™* things. I've been the major 
publicity person on our switchboard for a few months. We made a slide tape presentation 
which we take with us when we talk about the switchboard. One of the things we foSd wUh 

iTst L ll\ h^ i :ay h "6f c^^ ffSrent J eV \ 1S: T ° att " Ct -UerT^e^e 
draining session't^e IJtlt 1 <\ U£ f» 3aUdy > b ° ld P rintin 8i *> 8«t volunteers around 
taSms a much d?f f e~^ litX f° J* ° classrooaiC and club *- We try to get money, which 
wUh you mitlll I: it^i'^ f"? ° r dreSSinS dl " e "^ly, having your slide tape 
witn you, smiling. So publicity involves a ->hole lot of different things. 

Ms. O'Donnell 
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ARB LIBRARIANS TRAINED TO BE COMMUNITY INFORMATION SPECIALISTS? 

Fay Blake 

Peggy O'Donnell 

Yesterday we discussed somewhat, the question of training librarians in being good 
urban specialists or information specialists, as well as be able to listen, or be able 
to handle problems, or to make the right referrals. I knew that Anne Kincaid had 
recently been at an institute in Atlanta which involved directors of eight library 
schools who had been doing projects on training information specialists in just this 
kind of thing. When she said she was going to this conference, she didn't know exactly 
what was happening, because she had been asked to attend as an observer; but I thought 
it would be interesting to see what library schools were doing in this area. So when 
she got back, I rushed down and said, "Well, what did you find out?" It was very 
gloomy news. In most of these cases, the program was funded federally, and the funds 
were gone; but even if they had funds, they had not been able to decide what community 
meant, what information meant, and what inventory of community needs was. So they had 
a great deal of trouble with the feasibility study, I guess— you know, deciding what 
they were trying to do, and then trying to decide how they felt library school students 
should be trained in this area. There seemed to be a great deal of discussion on that, 
and conflict. ' So I don't think we can look tomorrow to too many of these specialists, 
though there hopefully will be a few. 

When I was planning for this workshop, and I knew what Anne had told me, I got in 
touch with Fay Blake at UC Berkeley, because I knew she was interested in this, and 
I thought you might enjoy hearing her views, ideas, concepts of this problem in re- 
lation to training library students who will be working with us in the future. She 
very graciously agreed to join us and share her thoughts with us. Fay. 

Ms. Blake 

Somehow that adjective, gracious, doesn't apply to me. That's not how most of you« 
think about me. 

The flyer that I got that describes this workshop very modestly asks the question, 
"Should the public library make an effort to provide community switchboard service?" 
I would suggest that the question before the public library is really, "Can we afford 
not to provide community switchboard service?" I'd even go so far as to say that if 
the public library does not quickly redirect its resources towards providing services 
and information to those whom we've traditionally ignored, then the public library 
stands a good chance of quietly going down the drain. Harried public officials and 
cities in acute crises are going to, and in some cases they already have, become 
very stingy about allocating funds to the public library which provides only traditional 
services. The housewives out after the latest best-sellers, and the investors who 
want the latest stock market quotations, and even the high school students with a 
social science assignment really have altornatives available to them in satisfying 
their deuands; or, at the very worst, if city fathers stop allocating money to the 
public library, their demands will go unsatisfied. 

The real crisis is one which libraries haven't really attacked very technically, 
and in some cases, not at all. I want to quote to you from a description issued by 
the late lamented Urbc*i Information Specialist Program at the university of Maryland. 
I think they describe what the real crisis is. They say: 

The critical social problem is the lack of access to information by people 
and organizations in the urban setting. Existing information agencies and chan- 
nels are inadequately responding to the need which ghetto residents have for 
information in their individual and social lives. As a consequence of this 
severe information deprivation, individuals are denied options and opportunities 
which otherwise would be theirs, while more major responses to the urban crisis, 
such as community control efforts, are left without crucial information, backing 
and support. While the importance of information has come to be generally 
recognized in such other settings as industry and the military, its importance 
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to local commmiHes. and. individual citizens is still largely overlooked and 

sul ZZ£ e B t t% T , The ST** P* raon ie * tiU outside the rangTof 

, J J 77*^ "P* 1 *™* ™l*?al barriers remain to be overcome beforVthe 
situation will be altered appreciably. 

vositteflSJZl^ ™oognized,and overcome, other 

r\^^^r^X ff V at "?l y orr yy )t ^cceed. Therefore, information access 
a^ e^fLft^ * 0C *" 1 Z?° blem °J ******* city.,, One reason this situ- 
ation exists and continues ps because there presently is no -group of esvedallu 

Sil W f?? fl mipped.by background to work inThe^ZrVcZd * 
HJZ US 16 1 ^ %Qal J m f *umn : eHlU to provide and disseminate information 

" ******* **■ *• Educational preparation, in librarianshit T^eTnot 

, focus pn .th^ enHronment, and the types of people who are attr^Ud intc TthTs - 

Potion have neither the background, interest, or ability n7eaVd forim^r 
I ^tywork Further, the educational programs in this field are sHllonlT 

. cautiously moving into claiming an information rple for libraries ThT^nse^ 
^liZl°7JT f °T P iV iV *> bo ^entered role whicn^rarilT kZT / 
J^ZZTll* P J^l d V -^^orary, a socially conservative institutionTuil 

" • d^lu,^^ t7lt ^ U '^ ss clientele, will remain caught in its trt . 
* : Ut^e. " socially responsive programs are introduced by pace-setter insti- . 

vidin^real in^i^h^' isn,t * t? \***«* to me that switchboard service pro- 
an eSfe^till ^ °^- a c ?r unity to the members cf that community has to become 

5 tial.part of ,*he public library Is function, maybe even, if necessary, at the ex- 
225? .H2 0me °- ltS traditional Actions. I'm under no illusions about hoi easily T 
Sl£fl2uJ2S I Zf C 3? CSta - iSh t C ° mmity «*t«M>«d service, not jusTSe tec^nlcll 

5 discovering the community's needs, or deciding whai a community is or 

ftSTS*!?!? U ? dating thC kind ° f info ™^ion switchboardsdispense Ta profusion 
wouW Lv« f r V SSe ^i ally pretty damn * ood * getting information, P «d1' 

Zl?v In/^ dCa i ° f confidence in our ability, ultimately, to define the com-" 
mtmity and discover the resources of that community, and the information needs of that 

oJS/? a y * J 1 - ng here is mu<:h mTe subtle. The switchboard operation is in 
till h2Kl22 f? the / 0nventional role of the, library and is, therefore? uS4 at"' 
ianl ^TSESfcS? eXternally - Th * city ««■ *-t want to do it! We don't 

th* JS»f "^wT* first of all » pot book-oriented. Vou don't get caught up-to- < 
the-mmute on what 's going on in the .community from books. By the time it gets Sto 
books, it isn't going on any more. . For those to whom the library is still a warehouse 
of books, a repository, a place for the storage and circulationTf books, a place > 
where a. community of scholars can find what they need-for those people ihe swiShhoarrf 
concept is anathema, *nd some,of those people are in our owJ rinks ? ******* 
M< J2? dl Z> ;^e switchboard is not primarily for the middle class, our traditional, 
5 ddT&ss Ss^^ information is. spilling over into thi "SSSTS^.. 

*ttl , L -Hi | et h0 ° k f d on dru « s ' md t^ ey 8 et arrested. Middle class space enein- 
fill 8 L i i! ff .f T ?T the j r j0bS * they need inflation about Jobs and abou? Sel- 
5? k ^^''^^"t^lly.. the r legal, the medical, the welfare, the abortion the dru« 
the half-way house the suicide, the job information that a switchboard Ssp^nses^f ' 
for people in trouble. And poor people, and working class people, and black ^le 
and brown people, and young people are in more , trouble than^Wdl^Sass suburb * . 

Y> suo ? css £ u l operation of a switchboard means: 1) You won't find the 
h»v^ c°"/ 0U / e ^ in .^e conventional sources librarians have always used. sS you'll 

^es ff^wo^ h" :t M at f sub v cultureS ' «« d ^g^ d purees, anti-establisLnt 
types. 2) You won't be able to make a dent with these subcultures as lone as vou 

l^m-^J^lL 1 **?"?*** * h V Es tablishment.'. The iesTiSo^iS about 
where . an *x-con can go for help comes from ex-cons who have gone the road. What rea- 

^^LSi^S.'Sf? Wh f ^ ^ WUh y ° U ' With me * " s lon « as "e ideS? fHs us 
with the whole system that made -an ex-con out of him? What I'm trying to indicate is 

that much of a switchboard's success is based on the information aTailaMe only sur- 
reptitiously, or at least cautiously, and that your ability to get such information will 
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require a certain commitment from you to societal change. Finally, a successful 
switchboard requires librarians with an outlook and an education that library schools 
are not prepared to give. 

I'm not coming here as an expert. I don't have all the answers. I don't have any of 
the answers, but I have a few ideas that I'm trying out _n my classes. I'll welcome 
from you any other ideas that you're willing to share with me. I think, maybe, if we 

™£V°,?f ° Ur ? et ? et a Uttle Mt ' We,U be ^ituting in library schools new 
ways to library education that we haven't considered before. 

It seems to me, the library school that isn't consciously and deliberately recruit- 
ing students and faculty from the unconventional world can't possibly provide education 
or service to that world. A library school needs students and faculty who work 
172!^ ™ U £ ban or f nidations, who are of the ethnic minority, who are sensitive to 
TiLt J kmds of people and to their needs for many different kinds of information. 
La ZEtilt °? Wlt -i? ! aCU ^ ty consistin g °nly of distinguished white male scholars : 
^hn?f^ i ra i°". WlH be able t0 turn out onl y distinguished (more or less) white male 
write with n foo^?es trat ° rS "" and administrators » y° u understand, are scholars who can't 

^J°i Say *? e haVC ? onvention al recruiting in a library school is not exclusively an ih- 
tter ' or shouldn't be. It's your profession, and your demands on library 

tt*?+L utt° ate 5° r iT P r J orities could ^ke a difference. My experience has been 
that the library school doesn't want your ideas, and it's also been that you don't 

IZllll T ^ !! g +1 l \ S *u* n t0 y P U * It,s als0 been W experience that librarians cling 
pretty firmly to the library school curriculum they themselves experienced, deadly dull 
as it was, and that librarians resist radical change in the school: For example, you 
don t hire our graduates if they haven't taken a traditional reference course, even 
though you admit among yourselves that you can't remember one, single, solitary item 
from your reference courses, or that they've long since been superseded. 

^"^s me to some of the course changes a switchboard operation might de- 
mand from a library school. The reference course I've been teaching (and I see some of 
my graduates here; they can tell you) is deliberately pitched at non-conventional 
sources. To prepare a bibliography on the literary heritage of Blacks, Chicanes- and 
Native Americans for a community college ethnic studies department, which my reference 

«l+L n?!:- I £ el ? y ° U a . bit t0 know the Welles ley Index to Victorian Periodicals 

°*™ Dictionary of National Biography, althou gh before the course is over, you may = 
22 Wellbave referred to both. To discover what machismo, pornography, Joe Hill, 
7n o^ y ° U 11 " ee i t0 8° further than Webster's Third and the Encyclopedia Britann ica. 
In other words, the course is designed, as far as I can do so , to get the students to 

c ? nve ^ 10nal reference sources, to get the students to deal with solving prob- 
lems, not with finding book answers to ready reference questions. 

To see reference in action, some of the assignments lead them to a variety of refer- 
ence desks, and to some horrifying experiences there. Some of the assignments lead 
them to a variety of reference librarians. A variety of reference librarians are in- 
lll !? 1° C ° me tbem a f gueSt s P eaker s. And some of the assignments, I hope, lead the 
rec ° 8IU2e the im P°rtance of people, both as resources and the recipients of 
»! JIEIRJ , u !u U f e r °? e ? layin S- We critically analyze reference books' biases, 
as exhibited both by omission and commission, like the assignment on Geronimo; Do 
you know what our children's encyclopedias have to tell our children about Geronimo? 
thnn m a it g th< ? assi ^ ments °y design deliberately controversial, rather 

!?• probl ^ ms ; * ? a i k about food additives, and sex education in the schools, 
and abortion, and civil rights. *wiuu±j>, 

rnnJl e ^ 0UrSe ! 1 f 1 ? 0 meant to turn the new librarians to ethical, human, 

contemporary and controversial issues. We talk about racism, and women's lib and 
planned parenthood in the course that's called "The Librarian in Society." It was only 
*ln»l L St ?r v t0 , giVC U that 1 discove ^d that's not what you're supposed to talk 
«EE \ You're supposed to talk about the history of libraries. The students : 

V llbrary md critically analyze how it relates to these current, controversial 
issues • 

t SP ! lng P1 f be u teachin * a seminar on the status of women in librarianship. 

I hope the students in that course will actually explore just what libraries and library 
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schools do about and with women-real libraries, maybe yours; you'd better look out 

TlTt irx iems 7- nd 1 expect to evolve with *y thTSiiiSAt 

Zlt S«ge^^ - «> ^ge only i^and 

a mmI 1 ^ 0 J 6 teachin 2 a t course call *i "Municipal and County Libraries." Now that's 
lAlliln t«\T ke l m yaWn when ? ver 1 see and I can just imagine the siudents^ 

*5 fc SUTe tbey have de "8htful visions of county administrate" charts 
- 5 ^ h eart-stopping matters we used to have in high school civics wursef 
lut ™l t / n ! endtc deal with any of that hogwash. What I do intend™ do is ewlore with 

agen '"how itlslab'H^" 0 ^^,"^ "J \ t0U ? ty libra ^ can become a organl Jng 

m!™k?! i establishes a switchboard, how it turns its own organization from . rsanxzing 
hierarchical to a collegial system as a model to the community, how it makesTs fenut 
^"Si! ^ usable to the community within which STe^sis and formic it eSlu 
surest* tn^nf^ 6 ^? the u Qni r ersity of M ^esota Library School woSld probaMy 
? ?!!! • 5 Ji" subverting the whole profession of librariawship. I don't believe it 
IJZ ^ prof e! sion after a lot of experience in unions, in political work 

and in community organizing. I came into the profession because beTieJed it wL 
committed to service, and to me. the whole purpose of service is giving People a crack 
f^SJ*^ t S Cir .° Wn liws - Since 1 entered the profession, LmVof m^lea^s 

S ll'cl^l Tf e f° m ° re people « not fewer : ^ "o* willing ?Hei 

id-of r^^^^.** sch001 Mithout at least bei »« <° *• 

More important than any conventional course to the sensitizing and brenarin* of 
ots^ort 0 L^i 0 " sw ^oard responsibilities is a whole nS ln tE?™5i£ me 
we can filJo a ?l^In/% hear u taC ^\ bUt l0tS of P^asure. too. I'm pushing a thing Sat 
not ™ tai!l2,S; ?"? S f °r W t 1Ch the students can «et credit. Field placement is* 
cata^n^ ^?; mI % not / here student goes into the library, dies a bit of 
Hh^fi" 8 ' 6 f of ref e^eni?e, a bit of book selection, and comes out a skilled 
Ji5lT^5r ar t Plumbe 5* 1116 stude nt chooses a field placement agency from about two 
dozen different ones that we've evolved. Not all of them are liberies There aw 
^sons mU HfT% legal aid . soci eties, undergraduate libraries, hospital;, Jails 
vllue to h?m d6 ^ S !! a .^ ect Y hi ? wi f 1 be of ^*vice to the agency and oFeduStional 

facuttJ auv^or JST 01 ^ in ^f 10 " making at the «e consults with a 

facul^ advisor and he submits a critical and analytical paper at the end of the quarter. 

implied. l *ttZ^JZZ$£i. S ° meb0dy ought t0 — "P with a pronoun' that 
The San Francisco County Jail Project is one of these field placets It has 

Sr a nLSJ°L°r/ ye f T' ^ are dif ^ties anS iSKTS; the stents 
who are engaged m that project have been better equipped for the demands of a^riS^ 

^^sfs^rs thr e fr r 0 :r, by th % c r ses / took ?n 

iney re out there on the front lines of what library service is all about. 
Question 

bit ^'"isn^rtit'Z/?^ 1 " U a " ab ? Ut - Would you want t0 ««Pl>i" that a little 

^s^^e^^d'' 0 ^ "-"^ the diffeiSnt types of series? aS^thos, 
services can be directed, and who can benefit from those different services. 

Ms. Blake 

overtoils' Jal«SS e i 0 i thi h !hj^ al: , bUt J* 8 * yoa ' re sayln * * lves - SOBe vibrations, some 
overtones analagous to the white males who are now filing suits about how thev're hetn. 

or their fathers. I guess-filing suits when whole categories of Third World people and 
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withiri^ !• ri ^ inated a ? ainSt quite openly ' Wite blatantly, quitr viciously, 
without affirmative actio i programs. It's when the reverse has to take place, when a 
new priority is being established, that we get all these heart-stopping feelings about 
how we're achieving the other kinds of service;but we are, and we'?e gfing to? Some of 

If v^'iTn aren * goi ?| t0 « et what they're used to getting from public libraries. 
If you're really serious, if you really mean service to the people you've never served 

£ed r ?o?° ing t0 t0 St ° P SGrVing S ° me ° f the peQple you used to > as we" S you ' 
Question 

u-S m a n0t ob ^ ectin 2 t0 5 he chan * e in priorities. I'm just objecting... Suppose you 
hnve a community where the make-up of the community consists of a population of 200 
let s say; and during the daytime the population consists of 10,000 because the rest 

^lt!/ r 7 e0P u° are C ° min * in and workin * on j° bs there » ™* their need is work 
von lilt, ««' in that particular canity, would you insist on a switchboard, or would 
you insist on a setvice that meets the needs of those... 

Ms. Blake 

CQ J 0 ' ?5 course, I insist on service that meets the needs of the community. I'm just 

us^ We ^ver^:n b r,- bl ^ d v t0 them '. that lots of communities have been invisible to 
us. we never oven defined the community. 

Question 

here a -right? COntr0VerSial? 1 think cverybody hete is open-minded, or we wouldn't be 
Ms. Blake 

No, they're here to get a day away from that damn library. 
Question 

Well, are we training students to become frustrated librarians? The problem as I 

'11" * ha Vf cons out ° v f libr «y school terribly enthusiastic with some of these 
marvelous new ideas, never able to implement them. 

Comment 

I'd like to give an answer to that. T wa . _^ 

Ms. Blake's students. I don't know why you say you're never able to implement ILT 
ll^llt M*5?? ShOVing * If J™*™'* sh ove, y™'re not going to makeany change 
*Ll It ^ • p J essures ' The thing I think I gained most ou? of the ten courses 

ttf t»2iS2S^ % reSPeCt f ° r thC profession > w hich I don't think comes out of 
th« traditional types of courses; and because I have a respect for the profession I 

IZ ifh r the T f deals J f eel should be implemented. Sure, I see a lo o/Sing wrong with 
the library I'm workir.g in now, but I feel I can make a contribution, and I can chanee 
some things. Sometimes that damn administrator up there is just horriMe, but\ 

Comment 

I think we're all idealistic. When I first got out of library school I got into a 
situation where I v,as able to do these things. Then I went fro7posi?ion to position 
and A discovered that it becomes more and more frustrating, because you ™ against 

be rreSuc^nr 11 '^ 8 .^^ Y ° U Cm ' t P ° SSiMy be pushin ^ Xt ' s ***** sad? We should 
be re-educating our administrators, not re-educating the students. They're open. 

Comment 

I'm looking forward to being an administrator. 
Ms. Bla^e 

~TtHink one of the areas we have stdly neglected in the profession is our constant 
«» ?^ • a library has to be run hierarchically by administrators. We have to 
run libraries, and we have to change it so that we are running libraries. 
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I think that's one of the things that cones out of Fay's courses. She insists that 
"•writ in groups. This idea that no librarian is an island~you have to wrt"ith 

2or^tt r S S peo]Je. day: " d """^ th " in the sch001 ' 1 feel *>" wi » in * to 
Comment 

., 4Se As . a damn administrator, I think people coming out of library school with these new 
ideas s .ould get to the administrators. It isn't necessarily that the administrators 
are unwilling. They may be just unaware. One of the reasons we're unaware is that a 

III °f 4! U u f been trying , t0 change thin « s in librar y schools for years, and library 
schools have been very resistant to change. "»r»ry 

Ms. Blake 

I said that. I said we don't want to hear you. 
Comment [Cannot be heard] 
Comment 

"7 IF you're dealing with people on a feeling basis and not playing head games with 
them, you can feel better about the rotten spot you're in. 

Comment 

""Fd like to pick up on something that you said in response to something that was 
asked awhile ago You said that ultimately we will be the ones that will design the 

ii! r fiw* i ? t0 ask * Why aren,t we * oing out and askin « the what he wants in 

the library, and have we really found out that there is a tremendous need for a switch- 
board or for more intensive information gathering and organization in a library? I've 
come from various kinds of libraries, and I've handled information in different ways, and 
the user is very often left out of the picture in terms of what we gather, how we pre- 
sent it. We're not going to design the library of the future. The user should be in 
there designing it for us so that we should respond to that. What's the library school 
doing about educating librarians to think about users? 

Ms. Blake 

~~^n*, see, I'm not so anxious to think about users, because I think they have been 
thought about. What I'm interested in is the non-user, those people who either haven't 
heard about us and don't even know we exist, or those people who know we exist and know 
we aon't answer their needs. 

Comment 

When^I say user, I mean user and potential user. I'm sorry; let me define that 
term. I don t mean just the person who walks into the library. I mean the spectrum of 
people out there who are potential library users. 

Ms. Blake 

~~ Well, all I can say is that my assignments or the projects that are done in all of my 
classes are done m groups and in real libraries; and they analyze the community. The 
library's community has a wide variety of definitions, but the assignments do analyze 
the relationship between the library and its community, its whole community, the community 
it doesn't serve, as well as the one it does. 

Question 
How? 



Ms. Blake 



How do they analyze it? Well, they use some of the traditions! tools, if I can't 
push them into finding new ones. As a matter of fact, there are a lot of my students 
here. Why don't you tell them how you analyze some of the many ways you use? 
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, nn f r0up t00k a j"" 10 * hi 8 h schoQl library and sent out questionnaires to about 
200 of the students. We found out what the library had in basic areas, checked the 
subject catalog and found out where things were placed, the attitude of the staff. 
Then we talked to students and evaluated the questionnaires and what priorities they 
had and what they wanted the library to provide. We also went to the public libraries 
in the area to see how they complemented them. 

Comment [Cannot be heard] 

Ms. 0' Donne 11 

I'd like to say one thing. I went to a traditional library school and was bored 
to death. I've been a librarian for a long time, and I have to say a good point for 
the older librarians, that the only reason I stayed in librarianship was because the 
librarians who trained me on the job told me to ignore library science and cataloging, 
and to get out into the community. So I was told to get out in the community and meet 
people, and it's a total concept of service. I then went on to be a librarian, but it 
was not until I came to BARC that I was able to come back to this concept. But I have 
to say that those people ten or fifteen years ago believed in it, so I don't think 
that we should say that it's all library schools, all administrators. It's really 
within ourselves. All these people here today, I don't care where your heads are com- 
pletely but if you're sympathetic at all, you're going to go back and affect a lot 
or people. 

Ms. Blake 

You realize I'm just trying to shock you into it. I overstate everything. 
Question 

Can I just say two things? What about changing the terminology from library science, 
which it isn't really, to library service, which it should be, and which would appeal 
to a lot more people, which would appeal to people who want to give service? 

Ms. Blake 

Yes, but it doesn't appeal to those white scholars there. 
Question 

White scholars know that library science is not a science. Then, if your dynamics 
ana your ideas come across, what about giving your seminar to people who are already 
m libraries? You're right in addressing groups like this, but how can you communi- 
cate more with library administrators, who also many times are not administrators? 

Ms. Blake 

«.u- v Well \ one °5 the wa / s » of course, is by talking to them where they gather. I 
tnink you know that I do an awful lot of writing and publishing in the library press 
to communicate ideas that I have. 

Comment 

I just wanted to say something to the people who feel frustrated in their jobs, who 
say they can't make changes. Since you belong to a profession, you also have profes- 
sional groups. For instance, when I was a student at San Jose State, we wanted to work 
on a prison project. We got help through Peninsula Library Association, and they gave 
us jot only money, but they gave us professional advice and help. If you can't do 
anything on your job, look to your professional organizations to push through some new 
things and changes. I think that some things have been worked out down in San Jose 
through the cooperation of librarians, things that they could not have done in their 
own jobs. 

Ms. O'Donnell 

Any more questions? Thank you so much. 
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Peggy O'Donnall 

on thi £Sf S!^ e l t ° da ?^ hat J I COuld dl8covw *> P">gram similar to some of them I found 
on the East Coast where libraries are operating as switchboards or Information referral 
services. The ones I discovered in the East were mostly in the P WnHteg^! £^8^11 

think there is a great deal we can get from that kind of itformation. So^ first 
X!f!L£i 8 ^^J* 0 ! "■?* of ^ know ' 1 think ' McShean, as a librarian has 

sUuatJons 1 Vh^^" V 0 ^^ S** * *** thc ******** and information for both 
f™^ 0 *' **. developed a proposal for Stanislaus County Free Library for a switch- 
board in the library manned by volunteera. He'll be telling you about that, so that's all 
I'm going to say about it. In addition, he has also just rtently^turatd'frl S£ La- 

isin^ImoS 0 t 8 ^ e wL l8l ^ a f ° 4 ±tU r^ wh^h I mtnt^rtSfmo^inir 

pLces vl * t SL C J! 1XC ° formation aervice. that have been available lusher 
lentes'with us? wer to « this point, and he'll share those exper- 

Mr. McShean 

Thank you. I have enough here to keep you for a couple of days, but I'll try not to. 

1 ?!' 8 r tar 'f d » l wuld lik ? *> *«"on that ay interest in awitchboard. exlenls 
i!< f ' COtt ? le of at l **»t, and I have an article that's been accepted by the 

California Librarian, and it will be appearing in the spring issue. I?, called, "Sitch- 
boards. a threat to libraries?". It deals principally with some of the concert ihat^s 

ml£nH£r?SLi£?: f underl y ln f that P**hapa the switchboard could be under- 

mining the library's tax base. If a community decides that maybe it needs better inform*- 

E£ ^SfJJ^i ^ llb ! ary 18 P^" 1 ^. ^e libraries may find their tax dollars ST 
ing to switchboards Instead, which is one reason we should be thinking about taking switch- 
boards over. Ai dough the article is written really for the peri^o H^unaware^o^r 
a switchboard is, I think you may find it interesting. unawara or wnat 

of M,?L°^ er S r f l f V * ,l J thing X want to tell you-it has some slight relevancy because 
of the mention that has been made about sexual matters answered by switchboards-is that 
* ' he J^\f or f* coordinator of the American Library Association's Social Responslblll- 

^ Table Task Force on Sex Related Madia, and I hope all of you who will bTgoing 
to Las Vegas to the conference in the summer will show up at our Sunday evening program/ 
fca'ye got a room that will seat 600, and we have invited the editor of the ma^inef Trana- 

£ 8 :. to T* k to us on the librar y ,i to inform the citlsenry of the - 

formation that a relevant to sexual minorities. I think you'll find that interesting. 

I m really grateful for the opportunity to talk to you. I personally am totally sold 
on tea switchboard. My experiences aa a switchboard coordinator and as a volunteer are 
C ;5?t i fait them worthwhile in my work with libraries. I have at various times run 
nicWle s je public libraries, and been a worker in llbrarlea and university libraries, and 
? xound the switchboard experience much more rewarding, and I'd kind of Ilka to brine the 
two experiencea together into one Job, into what I hope to make my currant job, and I'll 
tell you more about my current Job a little later. 

One of the things that could take a lot of time here, but hopefully won't, is my ex- 
perience with the Santa Cruz switchboard. I spent almost a year,\* until last summer, as 
a volunteer working for them, and as a special coordinator on various public relatione mat- 
ters. I was very grateful that a number of the previous speakers covered a lot of what I 
had done. They told you a lot of the things I've been through, because it seems to be a 
universal experience on switchboards. The crisis cslls alwaya pop up in your minds, but 
the majority of the switchboard work is Just simple information. I hope that has come 
through to you in my questions to some of the previous speakers. You've got to keep it in 

T th ^ n ! J !J lty . of J he volunteers' work Is simply answering questions about the com- 
canity. I think that la also the library's Job. 

I think I'll run over my New Zealand experience first, because I don't think it will 
ccuse too much controversy, and I think you'll be asking s lot more questions about my 
Stanislaus County project later on. 
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4. iu SP T * T nlh ' n NCW Zealard » December into January, and because of my interest in 
!? £ ^tl* °5' oursc » i had to 8° to the Citizens Advice Bureau. I've also done a lot 
of work with children, and I had heard before I went down to New Zealand that the Auckland 
Ci i^ens Advice Bureau had an innovative program on assistance to people under 16 in the 
. area of sex--advice, help, etc, So- that was one of my motivations for going and askine 

« iTcSf - t° R * ? S rPUght baCk a 8heaf ° f P a "P hla *>. **** of them generated by 

tua Citizen? Advjo^&ireau, and of ,thea generated by other agencies in New Zealand. 

t% « ?™\4 ! C * tlzens B «rea«s in New Zealand are very similar to the British ones. 

iT'LnT, , 8reW °w,° f * he crlses ln thc 2nl V vid War, and they were headed 

by social porkers, aoi librarians, c a though some of the bureaus popped up in libraries. 
iaey popped up in store fronts, anywjiere they could find space. Now they are funded by 
the municipalities in which they are located. They have social workers as their coordina- 
tors, and, they have volunteers doing the actual contcct work. I was quite interested-in 
tho r?M:i^^ nSttin r' if yOU S ° ! hroUch tbe Crainlr S Vrozrnm to become a volunteer with 
^tSSS^nf « T™' f° U CR ? Up Vi ; h * plaque tor hang on your wall. A 

Sl^J^SK * 0 "° that y ° U Ve bwn ? - hr ° UCh C * W8 "> everything signed. 

^Vo al ^ br ° U8ht I d<%cc . rl ? t J ca of training program and x;as interested to see that 

SoUw 0 ' T Tl £ T ° ld Er±tinh 5dC3 of - r ' ir * in e ^ being many exams, one after 
tho-otner. Instead , they'r a go in* our « uy of giving erosi that is, making people write 
an *-7^1 lot.. H*. undergoes tbej irniMiv ; , c .nd then goes out into the community and surveys 
the particular community, turn?, in the survey to the Citizens Advice Bureau, and this is 
adding to the Citizens Advice, ^Bureau's files, so that -.hare's constantly a f lie btt agencies 
in the canity to be b.xilt : Ti e.r.d •■ I this* it/.* grand idea, at makes each volunteer 
h^ a particular contact in the cc rmuaity hefore get*, on-th* phone or talks to drop-ins. 

. ^is.is a dr..y : cr,.pt:ic.- of ho sex iuf orcatdon- prograa for children. I was interested 
to rind out^tbat.^i^ ?lr*nirg, VI) clinics, the vomers liberation group, and med stud- 
ents vara all. involve in this program. If: any of you have questions about this you can 
ask me. They are bureaucratic tc abmit-the sr-.a extent that we are. This is an appli- 
cation to the -olur.toer worker, and it/o.a-j ,a little piece on the bottom for the interviewer 
to mark all oi. . his impression of the person being interviewed: 

Incidentally,, there ra^s tc bo * wide difference in the way that people are made vol- 
unteers on switchooards.Jn^&rica,. m ?anta Cruz our volunteers received only a couple 
of hours of interview and trrtiuir.j , -during which time they irighi be told that they weren't 
* 5 *? aC *'° luntoe * s ' »™ the aotual initiation into the 'switchboard work was in work- 
ing with another volunteer on the switchboard. If you got through about 6 weeks of that 
you were then a -clunr.o.er, but vo«.tad to work under the tutelage of somebody else. Don J t 
uake it that x-nat you hea,:d about.-**-.* svitchbor.rd noccssavily relates to the interview 
techniques or welding techniques of another switchboard. . .... 

This fom is ono,cbat I will-bo' talkirc, about late- iurelation to our Stanislaus 
Ccuaty operation ,. .This is fro* &w.*ML:ad again. It saya, "I, So und So, being chosen 
and admitted as ;a. -Su-recu worke. .of, th-. Citizen- Advice Bureau Service, do solemnly and sin- 
cerely declare that I will respect the ,:lic-t'a confid-ce in- Ml otters revealed to me 
in my. capacity as r. Bnreru workar." r», even librarians do««t sigh anything like that, 
and , personally wanted to hassle about confidentiality in our attempt to: 8tatt a switch- 
board in Stanislaus. 

AJ . T ^ s is a br „ lef description of the supwr.ry of what jjoec off in *he New 1 Zealand Citizens 
Advice Bureau. What kinds of questions do they: answer? Ail kinds. ' For example;' ques- 
tions about house, purchasing, social security, • iogal aid, consumer problems, including 
hire purchase and hire purchasing credit* requests, for advice in all kinds of family and 
personal problems.,: natriapniai. disputes, dif £ crer. :es. with the- landlord, tenant or neighbor, 
orders for cation, the nead to : appeal a-ainnt the decision of some statutory department, 
or difficulty abcut family budget. Then iu go-s sn to tell who staffs the Citizens Ad- 
vice Bureau, and -so on. .... 

Being funded by the municipality, they're able to put out a nice, little, flashy form. 
I found it qjiUe interesting that this ^articular form is written in Polynesian as well as 
English. Their- volvnteers tend to be a little more nature than the ones in America, on 
the whole. They tend to be retired citizens, teachers, and the like, although university 
«tr U '..Gnts are more and nore involved. 
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^ a *5J* J artl ! ul ff fotn that 1 80t while 1 wafl there 18 <*o«t Retirement Association 
of Auckland, and this too Is one of the concerns of the Citizens Advice Bureau for the 
elderly. They advise on all of the concerns-housing, legal and medical matters that 
might be needed In living In Mew Zealand. 

^Another form: "Parents by Choice; talks and discussion evenings for adopted par- 
ents --again, the Citizens Advice Bureau. Legal aid: We've got one almost similar to 
that^ in Santa Cruz. "The Plunkett Society offers you the Plunkett County Hospital Serv- 
ice. This is a type of midwife service, free. All over New Zealand you see Plunkett 
rooms advertised. I guess you go and talk to the Plunkett nurse. . 

The big difference, I think, between what 1 a going on in New Zealand and what we've 
been trying to do here is that it's highly respectable. Some of these areas that we con- 
sider controversial by the bureaucracy have been adopted by the civil servants, and they 
think it perfectly natural that they should offer help in these areas; whereas we find we 
have to open a store front and fight the agencies to do these things. 

This is a description of the training course that the Citizens Advice Bureau puts on, 
and it includes such courses as "Introduction to Social Work, Philosophy and Existing 
Agencies, and then a piece the Department of Maori and Island affairs so that you can 
understand about natives and Islanders. They might come to you for help. 

Incidentally, many of the materials treating the problems of the Maori or the island- 
ers in New Zealand are covered in what the office does. This pamphlet is "Housing for 
Maoris and Islanders." It Includes many of the regulations against discrimination, and 
also advice on how to purchase a house, and how to get the down payment, and who to see 
when you re ready to buy. That's all I'm going to tell you about New Zealand, unless you 
have specific questions. 

Question 

Who funds the Citizens Advice Bureau? 

Mr. McShean 

The municipality. 

Question 

So that the municipality Itself has set this as a priority; whereas, we have to 
change our priorities in our municipalities? 

Mr. McShean 

There is a Federation of Citizens Advice Bureaus in the central office, but each 
Citizens Advice Bureau is independent. 

Question 

How long has this been going on In New Zealand? 
Mr. McShean 

Since the war, but not on the scale it is now, and it's only in the larger cities. 
Question 

Are these physically connected with libraries? 
Mr. McShean 

In New Zealand, I believe, only one, and it's Just coincidental. It really has 
nothing to do with libraries. In England there have been many more instances of coordi- 
nation with library programs. 

I was stolen from the Santa Cruz Switchboard by Stanislaus County Library. It was 
mainly the money that did it. I couldn't exist as a volunteer much longer. It doesn't 
pay very well. I'm head of Program Development at Stanislaus, which is a Librarian III 
position. I'm in charge of circulation, the Audio-Visual Department, all public relations 
for the libraries in the county, and In the development of new programs, such as a switch- 
board. The library administration was knowledgeable about my Interest and Involvement In 
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: ^^^UtiSil W?S In J the library a * rcvloua attempt before 

hiring me to establish a one-number referra* system in the county, and had been knLkld 

down by the County Board of Superyisprs^because of interagencrjealosies E^vSSS 

thought the library should be the central number that pe^S cal^Er* S mother 

JiffoFihii "J I the r f 1 ? nale about ^ 8 °» a agencies were S by tSf 

kind of thing, but they were, and the library was told to forget it. 

Now here I am, trying to do the same thing again, but making it much more general 
not just an agency referral thfng. I want to introduce volunteers. TwanHo ITt to a 
proper switchboard. I'll read ; you. parts of the proposal I made. P ' 

w We recogn ^ e ^ hat there ** a need in the county of Stanislaus, California 
for ^newsservice center to provide information about community and public resources 
which would provide referral information and advice upon application and dlscus^on 
?L t ^ Per r nal . P !;K bleOS °V h0Se COn8ultln 8 the service, aS IwScTwouM S?T3r 
.-■'^•SSJSt? thC reS0UWS alrCady eXi8tin8 * «* ^raryrs.rtterenle 
It is also recognized that the best utilization of community resources and the 
best key to information about the continuing development of communis r^urces «d 
, services would come from involving members of the community. 9TOUn * Cy reaource8 «<» 

^ My ar 5 lc i e tha 5 1 ment i°o«d oreviously, that will appear in California Librarian 
mentions the fact that there was a study done about 2 yea?s ago oi T reference se£lc£ ' 
™IJ™? ^ reference ^ br «lans answering matters^oncerned lilt ^LtHo^uuity 
information had approximately a 50% failure rate in answering them directly. It 12 mv 
couS^l^Li? 8 * tchboarda d ° better than that ,^^'"^0^1^^ " 
Z£?JL if bCCaU8C We alwaya had thc llbrar y as a back-up. If we couldn't an- 

swer th*», we could always refer them to the library; whereas the library verTseldom £er 
referred anyone to us. To go on with the proposal: "°rary very seldom ever 

r e ^«^« S „M 0 S 0Sed K £hat th ? Ubrary b€8in to build ithe infqrmaition referrals and 
It?* it 8 k!? SU f? a S6 ! ViCe wuld need ' askin 8 Professional staff members to as- 
l7 S L:?„!. e creation / nd maintenance, and enlisting community agents, gaining and 

wit 8 f £«; f? J n ^r nati0n - WC WOUld hopa that tbe W«r vould be able* contact 
dl£ Llll l f ™ 1UntCerS f *°» the community,, and would provide telephone lin«™ 
desk space and the necessary information resources, that the trained members of this 

SSbTILKS th^^r 166 *^«"*"* the library's regular referent 
IZ ttZ:* lll^l' U ? 6S be connccted *lth an. answering service during 

no!« ary .T aS C J 1 ° Sed , 80 that callers could cont *<* volunteers in thei* 

?no ?V ^ ? rary Wil1 undertake to Ubrary resources, orientation train- 

ing for the volunteers and will schedule library staff members to undergo training 
in interviewing, counselling, and crisis handling techniques. raining 

in* L?^/!!J! iS P art 4 icularl y ^Portent, not only that the library staff get the train- 
ing, but that they work with the volunteers, side by side. 

2 be ded 4 icated tothe welfate of. people of the.coun.ty and to the princi- 

ni! rary ^f 6 ', 8prin8 fTO,a tU « rou P a^eady established. It should be 

m!nd P rofni;. n ?r P °^ Cal ' or 8 anlzed democratically, it thould.be able to com- 

SfUSSS* . he eo ~ lt y» and 8 ^Vld take no positions on Issues which would 
oe contrary, to library policy ♦ 

' . • * • • ♦ ' 

That last bit sticks, in the craw of some of the switchboard people who grew ut> and 
developed their switchboard techniques in Berkeley and sp on, whe?e Lt Jwar^ivittes 
and the like, were very much the things that started switchboards going. We thought there 
was no way we could allow that in our switchboard and still keep it in the library, since 
that was a necessity of the library maintaining a neutral stance on everything! 
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Its volunteers should have undergone, or be willing to undergo, a train- 
ing in the use of the information files the library will provide, in understand- 
in$ the other resources available in the library, and in interviewing, counsel- 
ling, and crisis handling techniques. The volunteers should be alert to new 
community information resources and would pass this along to the library staff 
to include in their files. Most of all, they should be reliable in their commit- 
ment to spend the stated aurcber of regular hours each week. 

4 .u T ? 6 last J bit was witten out of bitter experience. Many volunteers are not reliable 

5«u k C T ? Cn i t0 J hC h ° UrS they are su PP° sed to undertake, and I think anybody else 
who s been involved with switchboards will agree with me that the largest drop-out rate 
concerns the person who doesn't respect the schedule that has been set up, and eventually 
has to be told that if he's not going to be there, don't bother showing up at all any more. 

The program will be coordinated by a council made up of representatives of 
the library, a representative of the volunteers, and a representative of the 
number of interested community agencies. The first ones which come to mind are 
Community Action Commission, the Council on Aging, the Welfare Department, the 
Department of Mental Health, and the Stanislaus Drug Abuse Coordinating Council. 
All representatives would have a vote and a voice in establishing policy for the 
service, and the library and volunteer representatives would hold equal power. 
The information provided by the service would cover community resources and 
matters concerning the welfare of community members. It would in no way at- 
tempt to represent the cout-ty or its agencies in an official capacity. 

4* u U ??? S ° n t0 Say that talk calls would not be encouraged. They would be tolerated 
if they did not block other service functions, and if the person calling appeared to oe 
in need. I personally hate this cop out. I think the talk call is very important, but 
this is in here because of the concern a lot of people seem to have that these are waste- 
ful, that they don't serve any purpose, and so on. 

Outside volunteer services, such as home visits, delivery schedules, check- 
up calls, and the like would not be handled, but would be referred to other com- 
munity agencies. 

Then I go on to funding, and I made no attempt to estimate costs or find a source of 
funding. I saw no point in going into that stage without first finding out the reaction 
of the community to the proposal. Anyway, we first have to get money before we do this. 
We have these volunteers ready to go. We have training and resource people ready to be 
trained » 

We've conducted a community survey, of sorts, through existing services and agencies 
and find they all are interested and think we need this kind of thing. So we wrote to the 
County Legal Council with the total proposal and said, "what's wrong with it? What will 
happen to it? What are the problems with it?" We received back possible problems in the 
following areas: 1) liability from negligence, the matter of insurance coverage; 2) priv- 
ileged communication, and this is where I am really frustrated and upset in trying to do 
something. We will not go ahead until this matter has been cleared up. 

Confidential information provided to doctors, lawyers, and in some cases, 
government employees is often protected from disclosure. It appears that the 
representatives of the library could not be in any such category. The caller 
should, therefore^ ; be told that anything he says might be repeated. 

Implicit in this, of course, is repeated to law enforcement authorities. Reference 
librarians don t do that, and yet, from what he says, they should be doing it. I went to 
quite a number of my friends on switchboards and asked what their experiences had been 
with law enforcement authorities, and in every case it's been the same. There's been no 
real on-paper agreement from law enforcement authorities that there will be a no-bust 
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policy; but fere's a tacit agreement to that effect. The police recognise the fact that 
these switchboards are keeping delinquent* off the streets. They're keeping people busy 

STiLSi" 1 ? a i l0t ki S ° Clal Pr ° blenS that *° uld P robabX y Evolve the police?' So X; 
%L££Z f le «f ,P robl ^/f** UP that the P° Uce » 4 « ht run t0 the switchboard and bust 
somebody for, they're not doing it, in order to keep the switchboard open. But here we 
haye the County Legal Council member saying that before anybody says anything, we have to 
tell people that anything they might say may be taken down used against them! 

It is particularly bitter if you know Stanislaus County Library. Until a few months 

wfntTl ?r/° r ^ ther r 1 dOU,t ^ " y ° U to0W about *** is thl uTy who 

went to Jail for 21 days for refusing to divulge information on the Berrigan Brothers case 

[Hi Tr Ctl L?l 9TinC±P lV lt%S the na " er 0f doeS a "*"rian, or a l^ry ^^' 
SEiJ^L*; W °J kin8 ° n a switchboard *« the library have the right 2 withhold 

information from law enforcement authorities. I personally think they have an obligation 
from a personal principle standpoint, but the legal authorities think differently. 

Question 

Is the Public Health Department in Stanislaus County involved with this at all? 

Mr.' McShean 

Yes, through mental health services. 

Question 

**A ?! J* you , could «•* a Physician, say, to say he's "supervisor," then it would be con- 
fidential, wouldn't it? 

Mr. McShean 

"~Td^t think any professional person that has privileged communications legally can 
delegate that to anyone else. It's the same as a lawyer allowing his aide to do legal rork. 

Cotroent 

rm not a physician. I'm a health counsellor, but I work in a medical center, and we 
are not allowed to give out this information. It's completely confidential. 

Mr. McShean 

Well, I wonder how legal it is though. 

Comnent 

Kaiser f ffirly conservative organization as far as that kind of thing goes, and 
I don t think they'd allow it. I worked in a similar setting for 8 years, and we were al- 
ways told that if a subpoena should come that we would have to honor the subpoena: and 
Just twice in 8 years did we ever provide any kind of records to any governmental agency. 

Mr. McShean 

c* u. ThiS haS been the P° sitlon of the Intellectual Freedom Committee of ALA, that we would 
fight any request for information from the library's files about patrons, until the point 
of the subpoena, and then we must divulge the information, but we would fight up until 
that point. Personally, I think that's no protection at all. 

Frankly, maybe this legal counsel is on our side. Maybe he's really up-front and wants 
to let people know that no matter what you say about confidentiality, it isn't. Maybe it 
would be a good thing for people to know. The other concern that counsel had was that 
care must be taken not to practice a professionally licensed occupation without the neces- 
sary license. Maybe we could Initiate some state license for switchboard volunteers. 

Question 

Why do you have to know who the person is you're talking with, and even if you know 
who they are, why do you have to remember what you talked about? You don't write every- 
thing down. ' 
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Mr. McShean 

«™ f 4 l 9 ' ruC ' but lf you should ^PPen to know who they are, or happeu to know 

Z^" 7 ? 8 characteristics, if you know it's a mother with IchildrTwho r£ 

Wni 7 ""V? 00 ok iahoma, this a «oo4 indication to the police; and if you should 

S?S P £ t0 ^ lal ° to , for « et ***t kind of information, and late^on i^^prove^ttot S 
did know that, you've perjured yourself. proven cn at you 

Question 

Low do you expect the connection to l-e made? 
Mr. McShean 

switc^L^L™* connection «o«ldn»t be made through the line. When you work on a 
Sra^E? a " 80 .° any J"*"** *• call involves something a^might b« 

extra-legal, and you can't really tell. The problem can come from a number of directions. 

Lt «S2E T U Ve K JUS t he j£ r d with a drus ** tter « ets Ousted on the^treec, ST£?T 
got naterials from the switchboard in his pocket, the police could come in and say "What 
*m u« in about? What did ha teU you he'd been smoking?" *' 

Question (Cannot be heard.] 
Mr. McShean 

beina I tr!S^ S !!^i C ? b0ard to ° perate out •* * storefront, but the id*a of tbe library 
adit f? na i ly 5 e ?r^entative of the straight-laced values-this is our problem, you 

Sect anSte't^iT 8 ^ '"V P ° liCC WOUldn,t be fE*2£r. 

ass us. WG ° ?era ° Ut ,f a Ubrary basenent the police might har- 

Questi on 

togatner^teaa oJ apart? *° C0Ordln8t * wlth a « e »°<* the library, working 

Mr. McShean 

.,«^*! el i* ^J'* Wha£ We,rfe trylng to do ' coo * d *»ate with an existing agency. This vol- 
! hat Was P revlourly working on drugs are goir* to be a volunteer agency work- 

ing out of our basement; but they'll no longer have the protection they had when they were 
2mn a v ^**?«*««*. they'll be liable to soSe kind of suasion Sy the 

county. We're a county agency, and we're responsible for them. 

Question 

Couldn't they remain independent and still work informally »ith jm? 
Mr. McShean 

tn. . ? ld i° U tt ? tlce that 1 have these things in here that you can't violate Ubrary policy? 
£1? ! the only way we can allow them to operate out of the library basement. Now, as a 
dedicated switchboard person, I have it in mind that maybe they'd be betteroff woTkinB 
independently 5 but then I have to give up the whole concept ^the Ub££ ami SSSch- 

^■^STEwST CWltChb0ard SOing the J7y of dtiJZ at 

? n ^ ?! ! alri ;i e w? fU ? d - d - ft P ara tely, having social workers at their head, and 
having nothing to do >'th libraries, in which case they'll be a great threat to libraries 

n e o a ? 8 V hey r ° ' * * and the *' re Priding ar: information service that m^ny ' 

?ion VSUtE Q ?* Ubrary 8h ° Uld be P r ° vid **8- We'U no longer have the Justifica- 

Question 

Could a person stand on his own rights against self-incrimination? 
Mr. McShean 

Well, Zoia did that and vent to Jail for 21 days. 
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It bothers me that you had to Include that because this is a librarv we need to 
sent both sides of everything. If someone called for abortion infor«t2n w^uU voVaL 
give her the number of the local Catholic priest so that he «ui ta^ her'ow of it? If 
rot, you're ,oot presenting both sides, you .... if you just pr^f ihortLn JoJo^tio" 

Mr. ilcShean 

. w 11, if a ?y° ne asks for information on making a bomb, do we also «lve ««» 

^T. tUre? * «• ao we? We •»« " available. Se'hive . non!.Svocsc5 ~StW 
* f W ware t0 P" 80 eltB « we would be in violation of the noo-adZac/^sLJon 

^ LSTt^r^Lttoio!"' at santa CUra *-* te la " r ~" a *» **• 

* ♦ 

Mr. McShecn 

» , V 4?' everyone I've talked to informally is very much in favor of it We alreadv h.™ 



* : i 



Question 

* How much full tke library staff are you projecting for this? 

Mr, MsShsan 

rR ~JlJ*Z a T Projected any full time library staff. I will be working as coordi- 

Kho's going to coordinate all the volunteers? 

....! - ; : • 

jfe - JfoS foean 

Thn volunteer group themselves. They'll be more or less autonomous* We onlv anti- 
WS olght * ven be * blc t0 the publicity out of the library?. 

ffvas ^on 

*>es any of the library staff want to do volunteer work on the switchboard? 

A number have expressed an interest. In talking with the countv libr*riAn r .inn**. 

Tti^l*??* 10 ** 1 llbWlan8 ^terested in irking "tSTStaJSS'SniS bf «We 
to taxe a certain amount of time out of their regular duties to do this. 
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Shirley Lustig 
Peggy O'Donnell [Ms. Lustig was late in arriving] 

as mL*??* ?! ?la f that ? hirley 80t here * Xt was a combination of errors, and if s 
U J a f herS * SinCC 1 didn,t ordinate the time. So with that, we have one 

P'pte'fvenow'r 0 " e C s S P f CM1 * ctiv * he ™' *'* sure you're all foliar SitT 

ItEf ry?- 5 ' 50 1 ■ not Zomg to say anymore about it. I'd just like to intro- 

duce to you one if its members, Shirley Lustig. 

Ms. Lustig 

I've Ln?V° IT? ev ^ bod y ,s expectations of the counter culture by being late, but 
\* L ♦ . At least you know you re not g° in 8 to get a canned speech: I have no idea 

of what I'm going to say. What I'd kind of like to do is get an idea of what you'd Hke 

2^&^^ , 'S2J^i?r?^ t: *?' ^ What P ° int ° f V?eWI be "" e 1 oouVstart'ofr 
anywnere, and I thought I'd find out where your starting point is. 

Question from audience 

.nation.' d t0 ^ h0W /OU g0t the idea ' md how you wcnt abcut gathering the infor- 
Ms. Lustig 

The fdea cajne out of job hunting, because I couldn't find a job. What I found was 
the American Friends Service Committee which runs a project called New Vocations Is 
that a new one on everybody? OK, I'll explain it vocations, is 

lut.W°no r ^Mm\ a c ar ? tha 5. col ! e 5e graduates in the liberal arts fields have abso- 
lutely no possxbilities of walking into a decently .paying job. Business eraduates ac- 
counting graduates-people with so-called tradesman get jobs, th^ Jhi^nSi to 

out'of t J ng ' f maJ ° rS> P 5 ^ 01 ?^ ma j°rs, sociology majors, etc? are jSt turoed loose 
out of the colleges every year with no prospects of jobs. 

in l^Vllll 0 ' So ^t^J^^^ refold 

£h^^ NCW CenLr'whicrsSi^in d^ng 

find thtir^Z n?J S t ? i . encoura S' ? Pe?Ple to go out on their own, to make their own jobs, 
nebulous it^ Z ^ *" 0 ?™ izati ™ tft at they particularly like. That's very 
thin* V * 1- la/ y ° Ur hands on that * R eaHy, being in art, I could do my own 

l iefilv^iJed'whL t 1 ^ S°. ke r mC frora . painting; but 1 ™»* « involvement EtTpSJle. 
chilli r T 3 , the Friends were doin S> 1 start ed hanging around the Service 
Committee (which is known as volunteering.) service 

voluminouf f^es^niL^rr'- 0 "-^ 8 '7™* in; U comes in regularly. They have 
ticuTar skifls thft Sn^t h beglnning; of P eo P le ceding help from or.her people with par- 
J™« I I til 9 don * have any mn *y t0 f °r them, projects that outfit to cat 

S^he course^f'th^ TbLaf *i "v™ f S ° *» ^ "pSS up. 

^people about the same sorts of things 8 0 ut there, l^^^^f^^^ 

Really, the People's Yellow p age3 came out of how do we get that information to 
people in greater quantities, other than talking one to one-Sou ask a ouesTi^n Jd nil 

TTtll by K PUllin f. SO,ne u thing ° Ut 0f a file > 1 couldn't possibly do the tl ng*a?one 
so at the job raps that the Friends had I talked about the idea of putting twftherT 
directory of all the alternatives available to people. Five of us Sot SLthJS 

: cTclte^o^ltt^ai^ " ^ a |? habetical »*r> filing St^STSS und'er 
each category, and that when we realized that we didn't have information for evervthina 

about^TheH c US at rand °^ MFllm ' ,: 0K > ^ ica n Documentary^iCwc In knlw 8 * 
about. Then I saw a poster for a place called the Film School in Half Moon Bay By 
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a ii i?^ 100 * 1 ?*/* al l the bulletin boards and calling the people up, you'll find out 

a tnesl oenn? e f0 ^ i0n ; *f 8 * ^ *» Pr ° jeCt °»* a thecal?* Phoneboo t h Fi lms - - 
?hi* I put "l 8 poster or a little brochure. That's the sort of thing 

2r?J^Ef i V ay int ° 0ur f J lc * 80 we just called them "P 8<>t the coSlete infor- 
mation about them and wrote them up. Pretty soon we had a book made. €orapiere intor 

Question 

editio^f ^ y ° U ltm ' ° r What did y ° U Change fron the first edition t0 the second 
Ms. Lustig 

sheet in/^i ?tl itm J?* i " ei ; ed a »in»eographed feedback sheet, an information 
li£ed £*h£f ! L LTt *2 feed ?f €k 0n a11 the places the y *"» about that we hadn't 
l*£!iiJV!Z -f ^' P n ge ^°? k at this tine * We asked for Redback on places they had 
^J22iJ?r U * h the P 5 ople s Yellow pa ft e «- ^king them to describe thim. We got such 
an incredible response from that, the second book is 148 pages. . 

we re putting together a third book now. We're fully expecting it to bo to 250 

> PJ? ltf but Ve l U find At ««■«*•*•. • Once you've put oTthTword 
JJ.5TSi; I W V5, tha y sa y is goin e to be listened to, the response is just amazing 
I ZLil •STk*' 11 °5 in f orna ti°«. The books come packed in boxes of 50, so a box*is 
sefond time wf EaJ^V^ ? ot boxes ft»cked in the office with the replies. The 
lit 2?J£f the feedback sheet printed into the middle of the book; and we've 

EJkSlSJV' theSe 4 n P* just boxes ful1 of them that we're going through now, 
£2 If filing categorizing, calling every one of the sources u|. If we'rl insure 

waTinvo!vIS £?h%M e * 6t °? the P hone ' We 8 ° Vlsit them * That,s t^ sort of thing I 
SffniS^ this morning that kept me. So that's how the thing has grown. 

fundi!! Itl^Z* J5 tU l Xt i"? how t0 be bus iness POOP^. when we tried to find 
aSZStXJS i hi? 0 thin ?* W ! tTled the San Francisco Foundation. I tried the Associated 
£5£L ^ ft«ei.co ? tate * We Glide the Friends Service 

SS! i r CM,e T ery close t0 « e tting funded on a number of occassions. What 
»I?wf J^EJEFf? *? ding v Wa ? that the ft,ndin * institution in two cases said, 
l0 S; S /1 a f ,! hough y° u can "^o a business success of this thing, and so go ahead and 
JZiJjs, ? ^ haV f t0 giVe you m0,ley for W ** d rather give Soney to something that 
^ y money back in." In fact, we've kept in the black. None of us has 

\ll tJl Paid f0r J tself ' OTd I,m P leased « In P«cing the thing, if you 

judge the cost and figure out the price from that, it should be double the price, in a 
business sense. So we know that as business people, but we're going to keep the price 
the same for the next one which will be a lot fatter. P P 

Comment 

If you doubled the price, then you'd have your funding. 
Ms. Lustig 

Yes, if we doubled the price, we'd have our funding; but the people that we'd want 
most tc reach couldn't afford to buy a copy at $3. 

Cogrognt 

~A +Ll h %Artl'l greU ' There were two very down out ffl en who came into the library, 

SLIm 2 J i aVe u 4 piaCC t0 Sleep ° r an y thin 8« y our book told them where they 
could go for food, where to sleep, and they got jobs. 

Lustig 

Did they really? Oh God; I really appreciate that. 
Ms. 0* Donne 11 

MnJ^JHH 9 l h * n *™ *°° ut 5° °r evaluate a place, do you tell them that you're 
doing it for People's Yellow lages? 
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Ms. 0* Donne 11 

Do they want to see what you write? 

-. Ms. Lustig 

We ask them to write their own listing. In most cases they will. We got 
very cagey. There again, what we learned from the first edition to the second: we 
provided a space so big, because we've had pages and pages of listings. We also say 
that we reserve the right to edit this copy. Mostly, once they get the idea, they're 
really very cooperative. 

There are really two kinds of listings in the book On; i« the alternative kinds 
of trips that people are on, what they want to get the • ->rd ovt about. They're the 
people that are most familiar with the philosophy of what we're doing. State and city 
agencies are a little less familiar and are a little more stand-offish. They're not 
quite sure that they want to be in the directory, but we want them because they provide 
the inexpensive services that people need-exactly the kind of thing that we're talking 
about. So we're very polite, and we try to get all this information. The hospitals 
particularly didn't want their eligibility information out. Now, that's public infor- 
mation. 

Comment 

White men would go to the Free Black Clinic because it's free. 

Ms. Lustig 

But there are other free clinics. 

Comment 

But, they don't know about them. 
Ms. Lustig 

~~ Right, and the clinics themselves don't want the word out, because they're 
afrai4 they'll be flooded with people, which is what they're here for. So we try 
to be polite to get all the information, and I guess se've made it a policy never to 
say anything bad about anybody. 

Question 

You say that the agencies write up their own descriptions. Do you ever change that, 
or add to it? 

Ms. Lustig 

The agencies don't write their own description. The hospital agencies, the city and 
county agencies don't write their own descriptions. They'll give it to us over the 
phone. But anyone can write their own descriptions if they wish, and it's usually the 
counter cultural types who are doing trips that they want to advertise, who want to put 
it in exactly the words that they feel describes their product or service. We do respect 
that .because some of them have thought it rough very clearly, and those words mean 
something to them. 

Question 

When is the third edition going to come out? 
Ms. Lustig 

" We hope late spring; June we're hoping for. The thing is, we get all this infor- 
mation together. We type it up on long strips of paper, and then we cut them up and 
put them in an envelope. We've got a box of envelopes that are alphabetical according 
to the categories. So we've got these little envelopes with these little pieces of 
paper in them, and then we lay out each page. Each page requires pasting down the layout 
and artwork as we go along. Only myself and one other person in the collective have 
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does e evStti^ d01 ^ T" 0 ?- **! P h "o"Phy of the collective is that everybody 
aoes everything. So when Diane, for instance decides "fcteii ?•» „«4„„ «. 5 *u 

SHE'S 

iS • kS "« -'P smbs awsvar 

spring. We re still organizing material. We haven't begun, layout yet. 
Question 

bad aL'ifVm ^ e a f ^,™«^ C ° me - fr0m people Kh0 8° to some of these places and it's 

Xt^^barthTK rsrs r^ntf^Vnot- y ° u say - don?t 

Ms. Lustiff 

to drop your listing." We did thai- tH+K B -«4,..\:?Z*,' ~? * ninK If » going .to _ 



We 
have 



to drop your listin* " We did th „m J ,, U, . l00k ' we think we ' re «> in « «° hav 
listing savin, "o? w - 8 lth the Tamily Animal Clinic, which had sent in a 

feedback Sni %£TJZ PrlCeS Cr that, and we got several bits of 

Poople had to lav 2ah? t?!n ""J T *" ri 8»teous; they were abow the same as the SPCA." 
an^neysaH I fTl/ZLX? »o«. surprised at that. So we called the. up, 

ning woWt„ W £i LfLS aiTwltnT^buf 2 '"Id"^! •LSr'Si??^ 

^•^rt^Z'^^j^ -------- - 



Question 



"T-"" enouV^ron"^ 

!:r n h e arbee a n e t B °t a ?? e,,,ble ?!" ° f th " 6 " the^ibra" 'Tpruo'e^w thtt "so 

far has been that I've really run into just technical problems like keeoint it on tl 

t^JiT • ndering " ^ C ° Uld BWe - 8 ~ Httie n tecnni q ue ee to n U J card 
Ms. Lustig 

hew ^HLf, C !!?vf Ue sn o u " j be a lot easier than this format. Once we've got it in 
check Tl til uSSSL" w.V ab0Ut .}?' Cutely nothing until the next book we do 
Sat we did was taie g a"sci«^« e a , mal ln * now ^""t to go out to every person in thl book, 
sheet which says ^TOis "as v^r^ d «t n ??«° Ut UStinf! and pUt lt on a »i"»ographed 

toJ do you w^ it chawed?" "ZJE tUT?'' d ° Vmt H the Same next "■»* « **. 
About 6u% wiU^Ply^TwI'll^ave 5 *^ 0 ^ r£t!° eVelyb ° <,) ' that in the 

Comment 

calling? C0Uld f * 8 volw,teer t0 kee P ^ "I** up-to-date if you have to do all that 
Comment 

9 I'm very poor at getting volunteers. I find it difficult to really attract volunteers. 



Ms. Lustig 
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We haven't been able to work with volunteers. See, the problem of calling 
people during the year is eliminated for us by t T ie fact that the book is out. People 
are going to these services. If they come to a door that's closed, they're going to 
fill in the feedback and say, "So and so is no linger there." If the service is there 
but no longer is doing what we say, they want us to know. 

Question 

~ Fwanted to ask you about distribution. Have you had encouragement? Have you been 
in bookstores? Well, I've seen it in bookstores, but I wondered if you felt encouraged 
in any way? 

Ms. Lustig 

Yes, when we come out each time, the first 6 or 8 weeks we are the best seller in 
the uookstores. I believe we're in every bookstore in the Bay Area. Some have not 
taken it. Tro Harper, for instance, would not deal with us. Albert Henry threw me 
out but bought the books from Donna. It's really funny when yoii walk in with the book 
under your arm, and they don't know who you are; but most of the booksellers know how 
who we are; they know that People's Yellow Pages were the best seller for the first six 
weeks after we came out, and then it sold steadily for the rest of the year. We're all 
book delivery ladies. 

Question 

Have you had any left-overs? 

Ms. Lustig • 

Maybe 100 off the first 10,000. We printed 20,000 this time, and we've still got 
several more months to go, and perhaps 1500 books to go. I don't thi. they'll be 
left over, because they just keep selling steadily. 

Question 

Is there a way we can get on your mailing list? 

Ms. Lustig 

There sure is. 



Ms. O'Donnell 

Iknow the South Bay did something and gave you credit. Have you heard from any 
other areas around Northern California? 

Ms. Lustig 

Northern California— I don't know. We got the Kansas City Directory. They're 
springing up all over the country. We, in fact, were not the first. Boston-Cambridge 
was the first. The title and everything came from that. When I saw that, I knew what 
to do with my file. New York has one. I think Portland has one, but I wouldn't swear 
to it. I know Vancouver has a really nice one. 

Comment 

There is something called People's Pages put out in Sacramento. 

Ms. Lustig 

Is there? 

Ms. O'Donnel l 

That was put out by a university librarian and mimeographed. 

Ms. lustig 

Who did this, a librarian? 
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Ms. 0* Donne 11 

. well, a librarian and his friends at California State, Sacramento. 

libraries?^ 0115 t0 ^ " hW * S ° UrCe ° f information J™ used *> compile your column on 
Ms. Lustig 

t . wJ^^SSl S ap ?!!! ed *°, T Whcn we were layin * this b00k out? Libraries is 
nho»t K He ? U ?' 3,1(1 1 was on t0 P of U a11 "P t0 that Po^t, and right 

Vnh Tt " e ? lth SeC ^° n ' e y erything fled my 1 *»-ttao* 

do we? P C3n JUSt take 50 much - Wel1 ' we don,t have t0 ° 

Comment 

thin^b™ri«°Hn h ?r •* ext Tl Uy l lm t ttd - " rather * ives the idea that ^ only 

So'SS tSan '«ST b °° kS ' " hiCh 18 8 W ° nderful Sh ° Ck 10 C0nsuners ' tat 1 

Ms. Lustig 

OK, can we get a volunteer to ..xite the library section? 
Comment 

There's also something about libraries under Movies and Meetings Rooms. 

Ms. Lustig 

Yes, I did that. 

Comment 

branches! 01 ' t0 *** SCVCral PagCS in the nCXt isSUC ' you might list a11 the ^ Area 
Ms. Lustig 

o V o^ W ! U i Wh !! 1 t0 avoid doin S-are they in the regular Yellow Page s? We try to 
avoid duplicating that information. BSi x 

Question 

How far is the geographical area that you cover? 
Ms. Lustig 

™ Eas * Ba /» Con * ra Costa . Alameda, San Francisco, San Mateo, Santa C. „ra. Wc^re not 
sure about Santa Clara. We don't know what to do about San Jose. It's such a bil area 
f.! 5* t Uld have its own ' South Bay doesn't want to continue theirs. They 

S ^t^XTSfSA nt ° T S : WeU ' the printin « biU « oes U P so hi 8* that we 
just aren't going to be able to do it. 

Question 

Where do you draw the line on what you don't accept? 
Ms. Lustig 

That's really difficult. I guess where we try to draw the line is at really profit- 
oriented people. e have no objection to making a living, and people have to charge for 

£Z£J?5? C "a\ 4 ** a livi U g - If someone is makin 2 *<»« reallyfine, high-quality 
i?? I J* charges. a good price for it, we'll put it in if it's good quality. On the 
h„h L Sf' you / otic f we ha ^ f t listed any head shops either, which were, for awhile, the 
££• 5k- co ™ te \ b ^ sold just junk. We l*st consignment shops where people can 

5£ m™^ Wd ta 5! them ih , Tf * p?umber wants ^ come in and charge $5 an hour* we'll 
take him, because the rest of them are charging $20. Where we try to draw the line is at 
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tt» 1 «i^" t " 0 ^?f Cd !; e0ple - That ' s thf sort of thin * th " *en I have doubts over 
SSr^J? SI ?° d0Wn and check t0 see if 1 can feel °« "here they're at? tes- 

vecetari™ ^ P "?. ln r ? staurants lots of money but serve natural food or 

IT it if l> .1 T 3 ve * e ? arian . but it is certainly an alternative, a* we ought t< 

Kara what they're aolng?*" ' ^ °* ^ Charg6 ' bUt th " r attltUde 

Ms. O'Donnell 

tir,- 1 h*J U?!! derin f h0W y °" go about "Sizing and classifying. Librarians do it all the 
tine, but did you have nnyor.e with this kind of background? There are five of you, right? 

M s. Lustig 

Two of' us, art; one a BA in English; Jan has an MA in Urban Education; Diane has an 
tti n27 n . li " g ' We c^e together rerlly in a very random way I'tal^ ZiT 
se ecUon t£ } -£tlT„. t0 ?f V* si * P*>P le '*« » e « interested. There was no 

£f Xa" -w-hi^in7af ™ "ortuSty £ 2 3C* 
Question 

You rationed that you don'; mho a Wage from it. You do, then have outside jobs? 
Ms. Lus tig 



Yes. 



Question 

So you work half time in People's Yellow Pages? 



Ms. Lustig 



It 'epends. During layout, I'll bet we'll put in-.-well, last time we all out in 6 a 

5^.^; • It ° f \ e ? StSrted h te ir the aft *™ on went on u^m late VnLnt 
w?- s^d 2Sf n^ in5 , bUi distributin 8 the books, I do most of that So ?he ofhws 
wJT^ If t1fvM aY ST* ' V:eek ^ Y °? cal1 U P your bookstore and say, ''Are you 

Questi on 

calling? 0 " 6 " d ' y ° U CheCk "- Ur 50urcos? How rauch of >™* «■» " spent going out and 
Ms. Lustig 

huo^'J^w hard t0 SCy * Let,S sec - Sand / ^ teaching avt, and she's teaching 21 

Associate ^ ° f "° W " Uch free time sh * * as ' Dia "e is the 8 

Associate editor cf .£> Focjs, and so for twe weeks when they're putting it tooetf-r 

• ttttc srss Wftt!" the '- v* 1 "* ^"^two whr:. r .ks 

Quest: 

order^Er K dc°„r°" S * **" ''° U they ' T ° """" ° Ut a " d *» 3,1 
Ms. Lustig 

They'll just run out: and stay out, so you nave to kind of keep after them. 
Ms. O'Donnell 

than* you e s„i«ey? k ^ h * t tf ' ere ' S * at 4:00 ' and "' s al "°« *«». but 
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